About  INPUT 
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and  recommendations  to  managers  and  executives 
in  the  information  processing  industries.  Through 
market  research,  technology  forecasting,  and 
competitive  analysis,  INPUT  supports  client  man- 
agement in  making  informed  decisions.  Contin 
uing  services  are  provided  to  users  and  vendors  of 
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Many  of  INPUT'S  professional  staff  members 
have  nearly  20  years'  experience  in  their  areas  of 
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I  INTRODUCTION 


INTRODUCTION 


The  market  for  electronic  office  services  in  the  United  Kingdom,  as 
in  the  United  States,  is,  potentially,  the  fastest  growing  and  most 
lucrative  in  the  information  processing  industry. 

The  demand  for  these  services  greatly  exceeds  the  supply  of 
resources,  primarily  owing  to  a  lack  of  definition  of  user  require- 
ments as  well  as  vendor  capabilities.    One  of  the  most  promising  new 
markets  for  existing  information  processing  service  organisations  is 
in  the  ELECTRONIC  OFFICE.    The  electronic  office  includes: 

Dat acommuni cat i ons  Equipment 
Modems 

Multiplexers 
Concentrators 
Li  ne  Spl itters 


Office  Products  Equipment 
PDX 

PBX  (etc) 

Personal  Computers 
Word  Processors 
Work  Stations 
Teletext 
Copiers/Fax 


The  electronic  office  services  business  can  represent  minimum  incre- 
mental investments  in  capital  and  personnel  for  Racal -Mi  1  go' s  main- 
tenance organisation  because: 
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R acal -Mi  1  go  is  technically  capable  of  handling  a  variety  of 
problems  outside  datacommuni cat i ons  because  of  the  depth  of  its 
training,  experience  and  knowledge. 

Racal-Milgo,  like  other  organisations,  is  finding  more  and  more 
"available"  time  because  of  the  increase  in  more-techni cal ly 
advanced  and  reliable  products  requiring  less  repair  time. 

INPUT  Limited  herein  provides  further  definition  of  the  electronic 
office  services  market  in  the  United  Kingdom  with  the  goal  of  iden- 
tifying and  targetting  new  business  opportunities  for  Racal-Milgo 
L i mi  ted. 

OBJECTIVE 

The  objective  of  this  study  is  to  produce  a  current  analysis,  with 
trends,  for  the  definition,  development  and  exploitation  of  the 
electronic  office  services  market  for  Racal-Milgo.  Currently 
perceived  characteristics  of  electronic  office  services  requirements 
incl ude: 

An  understanding  of  terms  and  conditions,  products  and  services 
are  developed  to  reveal  common  and  uncommon  characteristics  of 
services,  from  the  users'  perspective. 

Perceptions  and  understandings  analysed  by  market  segments. 

The  value  of  electronic  office  services  and  marketing  requirements 
incl ude: 

Electronic  office  services  descriptions  reflecting  respondents' 
perceptions  and  ideas. 
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Identifiable  elements  of  electronic  office  services  analysed  in 
terms  of  its  relative  value  to  prospective  Racal  customers. 

Pricing  strategies  and  alternatives. 


B.      METHODOLOGY  AND  SCOPE 

•       Sources  of  data  for  this  electronic  office  services  market  research 
study  includes  a  cross  section  of  information  processing  users 
throughout  the  United  Kingdom  including  current  Racal-Milgo  custo- 
mers who  also  have  one  or  more  electronic  office  components  pre- 
sently in  use. 


•       Specifically,  INPUT  Limited,  in  conjunction  with  its  1983  Annual 

Report  research,  already  gathered  a  list  of  68  Racal-Milgo  customers 
throughout  the  United  Kingdom,  62%  of  whom  have  electronic  office 
equi  pment . 


§       Twenty-five  Racal-Milgo  users  in  this  group  were  the  basis  for  the 
study.    Completed  questionnaires  are  found  in  the  Appendix. 
Interviews  were  by  telephone  and  respondents'  identity  has  been  pro- 
tected as  has  Racal-Milgo  Limited.    The  list  of  respondents  is  shown 
in  Exhibit  1-1.    Titles  of  respondents  are  shown  in  Exhibit  1-2. 

Additionally,  a  rough  order  of  magnitude  sales  or  revenue 
volume  forecast  is  developed  based  on  respondents'  require- 
ments. 

Feedback  from  customers  regarding  their  requirements  for 
electronic  office  services  including  information  which  provides 
guidance  for  effective  marketing  methods  for  promoting  electro- 
nic office  services  and  reaching  the  maximum  or  optimum  market 
targets. 
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EXHIBIT  1-1 
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EXHIBIT  1-2 


TITLES  OF  RESPONDENTS 


Operations  and  Service  Manager 

Computer  Planning  and  Operations  Controller 

Technical  Support  Specialist 

Senior  Operating  Analyst 

Systems  Planning  Manager 

Director  of  Management  Services 

Data  Processing  Operations  Manager  (2) 

Data  Processing  Manager  (6) 

Computer  Operations  Managers 

Assistant  Director,  Systems 

Manager,  Computer  Services  (2) 

Computer  Manager 

Systems  Manager 

Manager  of  International  Services 

Computer  Operator 

Corporate  Data  Processing  Manager 

Chief  Accountant 

Group  Adni ni strat i on  Manager 


-  5  - 


INPUT 


II    EXECUTIVE  SUMMARY 


II      EXECUTIVE  SUMMARY 


A.      KEY  CONCLUSIONS 

0       Exhibit  1 1 - 1  summarises  the  key  conclusions  from  the  study.  The 

market  for  providing  datacommuni cati ons  and  office  products  combined 
service  is  especially  good. 

Fifty-six  percent  of  the  respondents  indicated  a  positive  atti- 
tude towards  changing  to  a  single  office  equipment  maintenance 
vendor. 

This  is  a  significantly  large  percentage.    In  INPUT'S  1983 
report  The  Third  Party  Maintenance  Market  in  Europe  the  ratio 
of  users  interested  in  TPM  represented  only  31%  of  the  European 
user  base. 

Users  are  interested  because  of  the  potential  savings  in: 
Administrative  effort 
Costs. 

•  One  of  the  mandatory  prerequisites  for  considering  an  independent 
office  products  maintainer  is  that  of  a  good  reputation  and  image 
for  qual i ty. 

Racal-Milgo,  based  upon  customer  feedback  from  this  and  an 
earlier  INPUT  study,  has  achieved  this  position. 

§       The  results  of  the  research  indicate  a  very  large  potential  market 
in  personal  computers  and  work  stations.    The  volumes  of  these  pro- 
ducts in  use  with  the  respondent  base  are  the  key  to  their  attrac- 
tiveness as  service  targets. 
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•  While  the  demand  and  interest  in  blanket  electronic  office  service 
are  high  and  as  a  target  of  £3.6  million  seems  realistic,  the  most 
important  factor  in  pursuit  of  this  is  marketing  and  sales. 

Customers  obviously  want  an  alternative  to  manufacturers'  ser- 
vice or  a  reduced  number  of  maintainers. 

They  have  to  be  sold.    Soft  selling  and  order  taking  won't 
work.    What's  needed  is  'direct  contact  with  customers'  deci- 
sionmakers ( i nf 1 uencers) . 

Crisp  definitions  of  the  benefits  to  be  gained  (more 
flexibility,  better,  cheaper  etc.) 

Continuous  work  and  results  on  improving  service  image. 

§       Three  approaches  exist  for  Racal-Milgo  to  consider  in  pursuit  of 
thi  s  market : 

Racal-Milgo  as  service  Manager: 

Single  contact  for  customer,  dealing  directly  with  other 

maintenance  vendors 

No  added  resource  required 

A  management  fee  is  appropriate. 

Racal-Milgo  as  the  first  level  of  service: 

Racal  becomes  trained  and  stocks  spare  parts 
Handles  80-90%  of  trouble  calls 

Relies  on  manufacturer  for  backup,  spare  parts,  repairs, 
field  changes,  training  etc. 

Racal-Milgo  as  the  swapper: 

Replaces  inoperable  units  with  good  ones 
Keeps  the  pipeline  full  between  manufacturer  and  customer 
Minimum  technical  skill  required  as  dispatch  or  delivery 
or  delivery  person  is  the  labour  required. 
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t       The  increased  presence  of  Racal -Mi  1  go  on  the  customer  site,  par- 
ticularly if  the  option  to  maintain  competitors'  devices  was  imple- 
mented, would  have  a  serendipitous  effect  in  that  more  Racal -Mil  go 
hardware  could  be  sold.    A  sales  coup. 

t  Racal -Mi  1  go' s  foresight  in  studying  this  market  is  wise.  For  cer- 
tain, with  this  great  a  potential  others  will  soon  be  examining  it 
and  eventually  someone  will  give  it  a  try. 

B.  RECOMMENDATIONS 

•  Recommendations  are  summarised  in  Exhibit  I I -2 .    Racal-Milgo,  with 
the  size  and  potential  of  the  market  indicated,  should  definitely 
pursue  blanket  service  for  datacommuni cat i ons  and  office  products 
service  as  business  opportunity. 

The  next  step,  which  INPUT  could  quickly  and  readily  perfor, 
would  be  to  contact  the  respondents  with  a  more  definitive 
schedule  of  options  and  making  respondents  aware  that 
Racal-Milgo  is  the  client  thinking  of  supplying  the  service. 

This  would  be  followed  by  a  few  on-site  interviews  with 
Racal-Milgo  management  in  attendance. 

As  long  as  INPUT  is  involved  Racal -Mi  1  go 1 s  ultimate  decision  to 
pursue  or  not  pursue  the  idea  could  be  based  on  "independent" 
advice  protecting  it  against  any  negative  surprises. 

t       The  next  matter  that  has  to  be  addressed  is  the  readiness, 

willingness  and  ability  of  the  manufacturers  and  current  service 
vendors  to  cooperate  in  supplying  Racal-Milgo  with  the  wherewithal 
to  proceed.    This  means  knowledge,  parts,  training,  documentation 
and  back-up.    Again,  INPUT  could  tactfully  and  efficiently  assist  in 
this  pursuit. 

•  A  formal  business  plan  document  with  refined  forecasts  of  revenues, 
costs,  stragegies,  risks  and  schedules  should  be  developed  including 
provision  for  a  measurable  pilot  test  implementation. 
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EXHIBIT  1 1 -2 


RECOMMENDATIONS 


Pursue  electronic  office  service  business 


Investigate  relationships  with  other  vendors 

-  Spare  parts 

-  Training 

-  Documentation 


Pilot  test  blanket  maintenance  approach 
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Ill  FINDINGS 

A.      CHARACTERISTICS  OF  ELECTRONIC  OFFICE  SERVICES  MARKET 

•  Many  different  manufacturers'  equipment  is  located  at  sites  inter- 
viewed as  shown  in  Exhibit  1 1 1  — 1 .  A  total  of  49  separate  manufac- 
turers, in  addition  to  Racal-Milgo,  was  represented. 

t       Exhibit  III —2  summarises  the  datacommuni cat i ons  equipment  included 
in  the  survey.    Datacommuni cat i ons  included  modems,  multiplexers, 
digital  switching,  local  area  networks  and  "other"  items. 

Other  items  included  products  which  respondents  included  in 
their  collective  definitions  of  datacommuni cat i ons: 

Concentrators 

Communication  controller 

Line  splitter 

L  i  ne  dr i  ver 

Cabling 

Test  bed 

Line/modem  splitter. 

608  modem  units  were  represented,  352  of  which  were  non-Racal. 

Racal-Milgo  has  the  best  average  response  time. 
Most  modems  are  on  contract  service  and  get  24  hour 
response  time. 

A  relatively  small  number  of  multiplexers  were  included  all  of 
which  were  under  contract  service  and  receiving  same  day  or 
better  service. 
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EXHIBIT  III-l 


MANUFACTURERS  INCLUDED  IN  SURVEY 


Manufacturer  No.  of  Sites 

Racal-Milgo  25 

British  Tel ecom  14 

IBM  13 

Apple  5 

Commodore  5 

Act  4 

ICL  4 

Wordplex  4 

Honeywell  3 

ITT  3 

Wang  3 

7  other  manufacturers,  each  2 

32  additional  manufacturers,  each  1 


Source:  Input  Survey 

25  Racal-Milgo  Users 
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The  only  digital  switch  manufacturer  in  the  sample  was  ICL  and 
only  1  local  area  network  was  represented. 

There  is  only  1  instance  of  non-manuf actuer  service. 

Office  products  include  PDX,  PBAX,  PBX,  personal  computers,  work 
stations,  word  processors,  teletext  (future),  fax  and  "other"  units 
as  indicated  by  respondents. 

Exhibit  III —3  shows  the  types  of  PDX  and  PBX  equipment  co- 
located  with  Racal-Milgo  hardware.    Response  times  are  short 
and  most  service  is  through  contracts. 

Exhibit  1 1 1  - 4  indicates  a  variety  of  personal  computers  at 
Racal-Milgo  sites.    There  is  a  large  quantity,  629,  represented 
with  a  combination  of  contract  arrangements.    The  average 
response  for  micros  is  quite  brief  and  reflects  sites  in  a 
business  or  commercial  environment.    Personal  computers  in  a 
home  or  smaller  business  environment  typically  receive  a  mini- 
mum of  24  hour  response  even  under  contract. 

Characteristics  of  work  stations  and  word  processors  which  are 
located  at  Racal-Milgo  sites  are  shown  in  Exhibit  1 1 1  —  5 .  Most 
service  is  provided  by  contract  with  same  day  or  better 
response. 

A  small  number  of  teletext  and  fax  units  are  listed  in  Exhibit 
III —6  with  respondents'  perceptions  of  other  types  of  products 
that  should  be  included  in  electronic  office  equipment. 

Generally,  service  is  delivered  by  contracted  coverage  for  all 
electronic  office  equipment.    Exhibit  III-7  shows  this.    There  will 
be  future  pressures  to  expand  contract  service  options  with  alter- 
natives such  as  the  "retainer"  which  will  be  explained  later. 
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EXHIBIT  1 1 1-7 
TYPES  OF  SERVICE  OFFERED 


Type  Mentions 
Contract  93 
T  &  M  17 
Send  back  5 
Pick  up  1 


Source:  Input  Survey 

25  Racal-Mil go  Users 
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Nearly  all  of  the  equipment  is  maintained  by  the  manufacturer. 
There  are  9  instances  where  some  other  arrangement  is  used, 
including  PC's.    Although  some  TPM  was  in  place  there  was  evidence 
of  internal  field  maintenance  by  large  organisations  such  as  ICI. 

The  maintenance  support  of  PC's  seemed  to  be  handled  by  the  distri- 
butors or  dealers  of  that  equipment. 

Exhibits  1 1 1 —8  through  II 1  —  13  summarise  relative  quality  of  service 
performance  scores  by  manufacturers  of  each  type  of  equipment 
included  within  the  electronic  office. 

These  responses  were  part  of  INPUT'S  1983  Annual  Report 
research. 

Racal-Milgo  received  very  respectable  scores  from  its  users 
both  in  comparison  with  its  competitors  as  well  as  non- 
competitive manufacturers  or  service  vendors. 

Racal-Milgo  undeviably  has  a  very  high  reputation  for  the  reliabi- 
lity of  its  kit  -  one  respondent  commented  though  that  'what  makes 
up  for  their  deficiencies'.    These  were  itemised  as: 

reluctance  of  engineers  to  visit  site  when  there 

is  a  problem 

poor  invoicing 

poor  administration  (did  not  know  where  kit  was). 

Other  criticism  related  to  the  test  routines  which  the  user  conducts 
prior  to  an  engineer  being  prepared  to  visit  the  site  -  'they  can 
always  seem  to  come  up  with  another  test'  a  user  commented.  It 
would  only  be  fair  to  point  out  that  another  user  thought  that  these 
telephone  conversations  were  a  great  system  and  wanted  the  idea 
extended  to  other  kit. 
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These  were  isolated  comments  but  nevertheless  may  contain  some 
food  for  thought. 

The  response  to  the  vital  question  regarding  the  users'  needs  for  a 
blanket  electronic  office  service  contract  was,  in  general  terms, 
quite  positive.    Most  respondents  were  happy  to  contemplate  going  to 
independent  maintenance  sources  for  this  type  of  equipment.  The 
overall  impression  gained  though  was  that  inclusion  of  the  central 
computer  would  increase  the  attractiveness  of  the  idea. 

Exhibit  1 1 1 - 14  summarises  the  result: 

14  of  the  25  respondents  (56%)  were  positively  in  favour  of 
looking  at  the  idea. 

4  were  doubtful,  but  not  strongly  against  it  (16%). 

7  (28%)  were  definitely  against  the  idea. 

Reasons  given  for  accepting  or  rejecting  the  proposal  were  varied 
but  included  those  listed  in  Exhibit  1 1 1 —15  - 
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B.      THE  NEED  AND  VALUE  OF  ELECTRONIC  OFFICE  SERVICES 

•       There  is  a  lively  market  for  blanket  maintenance  of  electronic 

office  equipment  for  Racal-Milgo,  as  indicated  by  users.    INPUT  has 
provided  a  rough  order  of  magnitude  projection  of  added  or  incremen- 
tal revenues  available  from  this  market.    Optimistic,  realistic  and 
pessimistic  estimates  are  shown  in  Exhibit  III -16 - 

Annual  maintenance  revenues  could  be  increased  as  much  as  £4.8 
million  with  the  bottom  of  the  range  at  £300,000. 

A  realistic  target  would  be  £3.6  million. 

It  would  probably  take  12  to  18  months  to  build  the  business  to 
these  levels  depending  on: 

Method  of  implementation 

Racal -Mi  1  go 1 s  commitment 

Engineers'  attitudes  and  skills. 

t       A  breakdown  of  proposed  electronic  office  equipment  revenue  projec- 
tions is  shown  in  Exhibit  1 1 1  —  1 7 .    High  and  low  estimate  bases  as 
well  as  other  assumptions  are  listed  in  Exhibit  III —18 . 

The  office  products  which  create  the  largest  potential  new 
revenue  are  personal  computers  and  work  stations  which  are 
typical  of  low  cost  high  volume  equipment. 

This  is  what  has  practically  everyone  else  in  the  maintenance 
business  eagerly  looking  at  the  opportunity. 
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Here  is  where  Racal-Milgo  has  an  advantage.    These  customers 
are  captive  in  the  sense  that  they  have  already  been  sold  on 
Racal-Milgo  and,  with  a  very  good  service  rating,  could  do 
better  at  selling  independent  service  than  an  outsider(s). 

Significant  opportunities  exist  for  taking  over  service  of  com- 
petitors modems  and  multiplexers.    This  could  involve  sensitive  and 
strategical  corporate  strategies. 

While  the  PDX  and  PBX  market  estimates  are  least  attractive,  INPUT 
feel  that  this  is  not  the  case  generally.    The  minimum  range  of 
opportunity  with  these  products  reflects  either  the  lack  of,  or  lack 
of  knowledge  of  these  products  within  respondents'  domain.     It  is 
INPUT'S  belief  that  further  analysis  would  uncover  much  greater 
potential  business  opportunity  in  the  telecommunications  field. 

Pricing  is  not  a  key  issue  for  many  users.    They  place  quality  of 
service  very  high  on  their  list  of  priorities  and  keeping  the  system 
up  and  running  is  the  concern  of  paramount  importance.    Many  users 
in  the  survey  did  not  appear  to  monitor  closely  their  maintenance 
spend,  one  DP  Manager  commenting  that  he  had  no  idea  what  it  was. 

However  some  users  were  very  price  conscious  and  mainframe  manufac- 
turers, ICL  and  HONEYWELL,  were  singled  out  for  comment. 

Of  the  25  respondents  12  would  anticipate  a  price  reduction  being 
necessary  as  part  of  a  consideration  of  TPM.    The  14  who  made  no 
comment  on  price  includes  the  7  who  were  not  in  favour  of  TPM  on  any 
grounds. 

The  range  of  price  reduction  anticipated  was  considerable,  one 
respondent  expecting  to  see  something  of  the  order  of  50-60%.  The 
price  reduction  profile  is  indicated  in  Exhibit  II 1-19. 
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It  can  be  seen  that  the  broad  market  expectation  is  something  in  the 
15-25%  range. 

A  very  important  consideration  in  pricing  independent,  blanket  ser- 
vice for  office  products  is  that  the  service,  ie  one  maintenance 
vendor  or  manager  fills  a  distinct  requirement  and  has  a  value,  as 
yet  undetermined. 

This  contradicts  the  users'  statement  that  price  reductions 
from  manufacturers'  prices  are  required. 

There  are  a  number  of  TPM  firms  currently  who  are  charging  the 
same  as  or  more  than  manufacturers  for  their  services. 

A  reasonable  user  requirement  with  respect  to  contract  term  and  con- 
ditions is  that  service  be  equal  to  or  better  than  that  which  is 
delivered  at  present.    Exhibit  III -20  shows  what  users  feel  they 
need  to  consider  the  blanket  service  offering. 

Based  upon  this  and  earlier  research  in  TPM,  users  feel  a  need 
to  have  more  flexibility  regarding  service  than  their  vendor 
service  representatives  offer. 

Potential  customers  of  a  combined  service  contract  for  datacom- 
munications  and  office  product  equipment  indicate  their  perceptions 
of  the  advantages  and  disadvantages  of  such  an  arrangement  in 
Exhibits  III -21  and  III -22 ,  respectively.    These  are  consistent  with 
earlier  TPM  research.    Easier  administration  and  reduced  cost  stood 
out  as  key  selling  benefits  on  the  positive  side  with  easier  admi- 
nistration getting  6  mentions  to  only  5  for  reduced  cost. 
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EXHIBIT  II 1-20 


TERMS  &  CONDITIONS  REQUIRED 


Terms  &  Conditions  No.  of  Mentions 

Cover  graded  by  critical ity  of  components.    M/F  instant  2 

Countrywide  service  1 

As  good  if  not  better  than  current  6 

Avai 1 abi 1 ity  of  spares  2 

Good  reputation  1 

Longer  PPM  (24  hr)  2 
"A  lot  better  than  the  appalling  service  from 

Telephone  Rentals"  1 

More  diagnostic  help  from  engineer  by  phone  1 


16 


Source:  Input  Survey 

25  Racal-Milgo  Users 
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EXHIBIT  III -22 

DISADVANTAGES  OF  COMBINED  SERVICE  FOR  ELECTRONIC  OFFICE  EQUIPMENT 


Pi  sadvantage  No.  of  Mentions 

Lack  of  engineers'  knowledge  9 

Lose  relationship  with  supplier  7 

Spares  avai 1 abi 1 i ty  6 

Rel iabi 1 i ty  of  TPM  2 

All  eggs  in  one  basket  2 

Split  responsibility  for  equipment  within  organisation  2 


Time  and  effort  to  set  up  1 

Lack  of  escape  route  if  unhappy  1 

More  administration  1 

Lack  of  local  support  1 

Concern  over  reselling  kit  maintained  by  TPM  1 

Dominance  of  once  service  vendor  1 

34 


Source:  Input  Survey 

25  Racal-Milgo  Users 
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On  the  negative  side  the  most  frequently  mentioned  disadvantages 
were: 

Doubts  about  the  TPM  engineers  knowledge  of  the  different  types 
of  equipment  (9  mentiond). 

Loss  of  relationship  with  supplier  (7  mentions). 

Availability  of  spares  (6  mentions). 

The  larger  list  and  greater  number  of  mentions  of  disadvantages  (15 
types  and  37  mentions)  against  advantages  (7  types  and  21  mentions) 
should  perhaps  only  be  interpreted  as  natural  human  pessimism. 
Nevertheless  the  statements  provide  a  good  picture  of  the  benefits 
of  TPM  to  be  stressed  and  the  objectives  to  TPM  to  be  overcome. 


-  AO  - 


INPUT 


•  It  was  very  difficult  to  pin  respondents  down  in  any  exact  way 
regarding  newer  or  improved  service  requirements.    INPUT'S  interpre- 
tation is  that  little  public  relations  work  has  been  done  by  the 
industry  on  preparing  customers  for  new  industry  on  preparing  custo- 
mers for  new  maintenance  philosophies  in  line  with  lower  cost  units 
and  greater  interest  reliability  -  Exhibit  III -23 - 

0       Many  users  projected  themselves  on  these  issues  as  being  conser- 
vative by  nature  and  reactionary  with  regard  to  change. 

•  Nevertheless  some  positive  remarks  were  obtained  indicating  that  the 
'thinking'  managers  are  getting  to  grips  with  these  issues  and  some 
respondents  were  positively  enthusiastic  about  new  methods  of  main- 
tenance. 

§       On  the  subject  of  graded  levels  of  service  there  was  quite  positive 
response  (12  Yes's),  but  some  doubt  was  cast  on  how  practical  it 
would  be  to  actually  implement  and  how  complex  it  might  be  to 
establish  valid  priorities. 

C.      MARKETING  ELECTRONIC  OFFICE  SERVICES 

•  This  question  caused  two  directions  of  thought  from  the  respondents' 
perspectives  as  shown  in  Exhibit  III -24 .    The  first  related  to  basi- 
cally a  reiteration  of  the  arguments  for  TPM  and  some  prioritisation 
of  them  in  respect  of  the  respondents  particular  organisation.  The 
second  related  to  possible  organisation  problems  and  who  should  be 
approached  to  obtain  the  maximum  impact  for  the  sales  case. 
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t       A  very  strong  impression  was  gained  that  the  most  important  people 
to  win  over  must  be  those  managers  directly  responsible  for  main- 
tenance service.    It  is  such  a  vital  area  to  the  operation  of  orga- 
nisations that  few  'very'  senior  managers  will  brood  but  not 
immediate  responsibility  for  maintenance  would  sanction  any  chage 
without  the  wholehearted  support  of  their  man  who  actually  gets  the 
job  done. 

t       The  attitudes  and  states  of  mind  of  users  regarding  the  negative, 
anxious  or  pessimistic  aspects  of  independent  service  are  very 
malleable.    Customers  and  prospects  for  this  type  of  service 
desparately  need  marketing  attention.     (INPUT  will  provide  a  compre- 
hensive report  on  the  subject  of  Field  Service  Marketing  in  its  1984 
Field  Service/Europe  Program). 

•       Briefly,  there  are  a  few,  simple  requirements  for  marketing  indepen- 
dent service: 

Benefits,  such  as  better  cost,  more  flexibility,  response  etc, 
need  to  be  made  very  clear  to  the  user. 

Quality  and  reputation  are  essential  and  need  to  be  stressed, 
repetitively,  along  with  image  enhancement. 

The  user  is  convinced  he  could  use  independent  service.  Now  he 
has  to  be  sold. 
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INPUT 


EXHIBIT  III -23 
NEW,  IMPROVED  SERVICE  REQUIREMENTS 


Pick  up  and  del i  very 
Spare  terminals  and  pick  up  service 
Temporary  loan  of  equipment 
Retai  ner 
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INPUT 


IV  APPENDIX 


RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


1 


Respondent  Company: 
Name  of  Respondent: 


Title:   OpjbrtL^lVKA     cuY^tj     £e^t(ju>  M-kna^c^ 

Date:  v?Q  -  9'  S3  

You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommunl cat ions  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  1s  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 

Datacom  Equipment    Mfg           Servicer   Approx  #  Type  of    Response  Time 

Units  Service                   ,  v 

fl>AT*THC    7>*TATEC  ~~>100  Tv-M  »*TC*me*u(e»TCortPA*YJ 

Modems                   Mcm-H/iSo   toviLh'Lto       4-  tjto*M<Er    *  2"  T^jj; 

Multiplexers  ,-  ^  .       —  _  

Digital  Switching        


LAN's 

X25  Devices 


Other  SSSffifou  "*>^       6        «  *S«i* 


Office  Products  Equip 

THoft^-£rn:  has  LA&ae  1 

PDX  ffcuMTg  fJenggK  ^3>gT^L5  MoT/OJ^aJ  dTHJfS  r/T£  i 

(pbx,  pabx,  etc)    frr      er  cwtmct      :  - . 

Personal  Center  JR^*^ 


<n-n£*r  ^  ^oo^H^^p  c    •   i 

Work  Stations         HoMEYugq.  ^NOwai       5"Q        courted-  ^^v**** —  # 

i 

Word  Processors      *0£fsBU-~  *\o*&\X\X         4        owrwr       =^  £rw> 
Tel etex 


FAX  3MQtoUP3  __3M  1_  ^^^^^^^o.p) 

Other  TV'j         ^7     >^Q  ^rrgj^g^ 

Fb/l  v'iEkJD^ 


*  THofolZhT 
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We  would  be  Interested  to  know  1f  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cations  and  office  products. 

A.    If  not,  why  not7         NO     *o/L  Ho3>g>tS    Ak)T>   CoHHj  Kir  . 
  ftEmoNJ    T>  ATA  TEC    IS  £MT  -THo&J  C&mP/MY 

ygjHAftr  iMTE£g^r  n**$  ge  r>(i  t?H  r/l  HthiByucLu  kit 

8.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

  %  .  

C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 

M/F      JMSTAnT  -  ~  "    "  "  .  

ej  control,     uess  CLmtAU  

•*  Mf    rt£\ie^T\j£  mtce   w/r>fiM  fit/Me-  mipr 


0.  -How  does  this  differ  from  what  you  are  now  getting? 
NoT  fiA/LTlcvLA/LUf  


E.  ^part  from  reducing  the  number  of  maintenance  people  involved, 
•what  other  advantages  would  you  foresee? 


■  >■  —  ■   *  ... 

F.    Any  di  sadvantages?  
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What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 

bo  specif**-  sutfCiriohis 

IS    jtMffbY  dCTHN^  extH4*l$£ 

Pick.  vf>    o»J   some  ShAllgJI 


delivery  etc) 
Datacem  Equipment; 


Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  

Word  Processors   

Teletext   

FAX   

Other 


.4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  Idea  to 
your  company  and  others? 


Thank  you.  You  will  be  receiving  a  small  gift  as  promised  for  your  time 
and  cooperation. 
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|ivy*cJropinion.  what  art  the  wont 
features  of  the  service  you  art  rooming? 

Lac*:  £V(b-£-"~ 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

.  

What  is  your  errrtude  to 
remote  diagnostics? 

t7r  6JfU>  tkerzcr-xe 

f.^'no  ktTb^L  ffecM 

IBM     ?ZfrlC  )£C* 

WlfMLh?  U^^soT>ihJ  it  < — 

Whit  changes  should  thi  vendor  take  to 
significantly  improve  the  level  of  tarvice? 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  erfry  or  why  not? 

 — ^— — — — — f 

What  are  the  best  or  most  positive  • 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
•bout  maintenance? 

primary  business  of  company 

ALL  INPORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIC 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  y^y 

THANK  YOU.      fibJU  ^-<fU^* 

total  number  of  employees 

'  number  of  EDP  employees        /  &  "S 

total  EDP  budget  for  -p* 
1983  V^A^      1984  >//J>-^ 

PLEASE  RETURN  ASA-P.TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD., 
AIRWORX  HOUSE. 
96  PICCADILLY. 
LONDON.  W1V9PB 

•re  yad*ouying  new  equipment  in  1984? 
H  yes.  what? 

j££iu/r/rc*jr                         ||\|Pl  II 

Planning  Services  For  Management  II  \i  I  w' 
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1983 

INPUT  FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Examples 


Manufact- 
ajrcr  of 

Your 
Equipment 


Servicer 
tf  Your 
Equipment 

and 
Software 
(if  different 
from  Mi i J 


QUALITY  OF  SERVICE 
1  ■  Low   5  "Average    10  -  Excellent 


Large 
Systems 


IBM  30BX 
BUR  B6900 
HON  DPS7 
UNI  90*0 

Dec- 10 


2 


3 


Small 
Systems 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P30O0 
NCR  8200 


roc 


Peripherals 

and 
Terminals 


Self 
uptanetorv 


Data 

Communi- 
cations 


Modems 
M\ittiplti*ri 
T»ch  Control 


4- 


r 
r 
I 

C 

£ 
P 

R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Self 
•xplsnatory 


Word 
Proc. 


SXf 
explanatory 


Work 
Stations 


Self 


PBAX 


sx«   


Copier 
Fax 


Self 


Other 


3  W  System 

0  A  

F  R 

T  E  Applic 


Self 

•*pl«nrory 


41 


S»ff 
kxptanrtory 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:   CtfrtJpMsrt*,    f  n^uryry^, 

Date: 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommunl cations  equipment  and  office  products  equipment. 

1.   May  we,  first,  Just  verify  the  equipment  you  listed  previously: 

Zm    What  type  of  service  Is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-In,  etc). 


Pat a com  Equipment  Hfg 


Modems 
Multiplexers 


Servicer   Approx  #     Type  of    Response  Time 


Service 


AA  semt£  Z 


Digital  Switching  ffef^i 

TfiufATCH   »OT  rt AIL) 


LAN'S 


X25  Devices 
Other 


JXT/hkctry-y) x  Blocks    Co^^lT      mo  C**g*ir  '(f 


Office  Products  Equip 

PDX   

(PBX,  PABX,  etc) 


fir 


Cr 


Personal  Computer  *X&H  Pcfs  tt&S 


Work  Stations  

Word  Processors  NtioS  NZtBL*  *Q 
Teletext 


FAX 
Other 
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2 


3.    Me  would  be  interested  to  know  if  you  would  consider  a  blanket,  all 
in  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.  If  not,  why  not?  a  NO  *  

•                      LAU^Cr  T>\\JlS\oNS      W ITtf   INTERNAL.    S£eviC£  o^n/SOt/q/uJ „ 
H/iS  BC£ri  i~OQK£j>  A-r  iM  THE  fA^r  gcrp  No  TfM  60HPMJY 
M AS  &€£ri  AQl£  TP   Cone-  ufi   mTH    A  *C>Ji\&uE    0fFE£i*}§  — 
fecAWC  or   gqfT,  Hl\      HEKjrfiL f LEASE  

B.  If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.  What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 

AS  gooj>   j£    ofFetes)     By  2TCX  INTE&JAL.  

D.  How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages?    g^fggggjT  mNASOZS     (L€%h^lE  Ft& 
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G.  What  new,  Improved 
datacom  and  office 
delivery  etc) 

Datacom  Equipment: 

Nod  ems 

Multiplexers 

Digital  Switching 

LAN'S 

X25  Devices 
Other 


-  3  - 

or  extra  services  would  you  like  to  see  for 
products?  (eg  exchange,  retainer,  pick  up  and 

xcr  a>**sc/LvATi\/E.  Att/tv^c  to  ce£m 
ScemcAu  ovcl  methods 

xxti  at??  aqfiT  is  ot*   xOh  ptac  »? 


j  UvT         ihv  EmTZZT&JCbM 


Office  Products  Equipment: 

POX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations   

Word  Processors 

Teletext   

FAX   

-Other 


4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 

AfYloflCH    gflcM    INPiv'flH/AL     hyo£k|N5  UK>fT   i  NAT 
T^Ao^H      CCNTt^L      PliA>CHft  SIKJG|  >  


Thank  you.  You  will  be  receiving  a  small  gift  as  promised  for  your  time 
and  cooperation. 
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your  opinion,  what  are  the  wont 
features  of  tht  service  you  art  receiving? 

-Sp.^?Q,yt„  uur 


Lift?  Je^C^u^^t 


Approximately  what  art  your  total 
expenditures  for  maintenance? 


1883 


1884 


1985 


Hardware 


Software 


What  is  your  artitudt  to 
remote  diagnostics? 


T 


What  changes  should  tht  vendor  take  to 
significantly  improve  the  level  of  service? 


What  are  the  best  or  most  positive 
aspects  of  service? 


What  it  your  attitude  to  prevtntive 
maintenance? 


Have  you  considered  using  a  Third  Parry 
Maintenance  vendor,  why  or  why  not? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detaiL 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


ppifn»ry  business  of  company 


ssl  lumber  of  employee^ 


mmber  of  EDP  employees 


total  E  DP  budget  for 

1983  19B4  X-Slw 


HO. 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU 


ire  you  buying  new  equipment  in  1984? 

03® 


PLEASE  RETURN  AJ5-A-P-TO: 

ANDY  THOMAS   

DIRECTOR  FIELD  SERVICE. 
INPUT  LTD.. 
AIRWORK  HOUSE. 
35  PICCADILLY. 
LONDON.  W1 V  9PB 
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Plarminf,  Services  For  Management 


INPUT 


RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


Questionnaire 


Respondent  Company:  < 
Name  of  Respondent:  ^ 

Title:   

Date:  ; 


3o  -  ?<  %3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacoramuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-1n,  etc). 


Datacom  Equipment  Mfg 


Servicer   Approx  #     Type  of   Response  Time 
Units  Service 


67-     7         6T   4_ 


Modems 
Multiplexers 

Digital  Switching       

LAN's    (oHUihEt)  Co/^VuS       Q>/WJ   1 

X25  Devices  <      

Other 


Co*iT£At~r 


Office  Products  Equip 

PDX   

(PBX,  PABX,  etc) 


Personal  Computer^  XBM  P/c  ^f^fff**    &.  [ 


Work  Stations 

Word  Processors 

Teletext 

FAX 

Other 
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3.    We  would  be  Interested  to  know  1f  you  would  consider  a  blanket,  all 
1n  one,  maintenance  contract  for  your  datacommuni cations  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.    If  not,  why  not?_  

A  Possibility  


B.  If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

ivT  m©ul2>  ^>ePe^  om  the  service 

C.  What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 

koVuZfr   KJ£Q    Tb  $B    SlWLfiP.  TO    NHAT  THBY  


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages?  

kOSlnq     CONTACT    M tTtf-   Th£  SuPtUEft^  

oTrieMtse    not  uo/auey>   $y   *  THi£2>  ft&jy  tiTCB.  &P?u&. 
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6.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 

datacoro  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment:  Chj  rfrBSe  SBMltBS 

Modems  

Multiplexers  

Digital  Switching   

LAN's  

X25  Devices  

Other   

Office  Products  Equipment: 

PDX  

(PBX,  PABX,  etc)  ;  

Personal  Computer  

Work  Stations  ' 

Word  Processors 

Teletext  

FAX  

Other  ;  


4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 

(?Y  EHPHftSiN  6      corr  ruSriFicAnoM  ^/  Co  ST  EFFECTIVE. 


Thank  you.  You  will  be  receiving  a  small  gift  as  promised  for  your  time 
and  cooperation. 


In  your  opinion,  wh*t  are  the  wont 
futures  of  the  service  you  are  receiving? 


■a  —  m  ti 


Approximately  whit  ere  your  total 
expenditure*  lor  maintenance? 


Hardware  Software 


1983 


1884 


1965 


What  it  your  attitude  to 
remote  diagnostic*? 


What  changes  should  the  vendor  take  to 
Significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


EL  iLaea  ae-  ciLti 


—J&m  ^TlV  ^ 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Picas*  detail. 


What  really  annoys  you 
about  maintenance? 


4 


GENERAL  INFORMATION 


primary  business  of  company 
^HCO>  


otal  number  of  employees 


mmber  of  EDP  employees 

-2a  


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 
THANK  YOU. 


DtaJ  EDP  budget  for 
983  f- Z&O 


ne  you  buying  new  equipment  In  1984? 
yes.  what? 


•VEASE  RETURN  ASAJ.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

INPUT  LTD, 

AIR  WORK  HOUSE. 

SS  PICCADILLY. 

LONDON.  VV1V8P* 
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Planning  Services  For  Management 


INPUT 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Exempli 


Maoufact- 
■rrr  of 

Your 
Equipment 


Servicer 
tf  Your 
Equipment 
and 

Software 
(rf  different 
from  MfrJ 


QUALITY  OF  SERVICE 
Low   5 11  Average    10  -  ExceUetrt 


Large 

Systems 


IBM  306 X 
•UR  BS900 
HON  DPS7 
UNI  90/60 
DCC-10 


Small 
Systems 


IBM  8100 
BUR  B800 
HON  DPS6 
H-f  3000 
ltCR8200 


Peripherals 

and 
Terminals 


Sttf 
explanatory 


Data 

Communi- 
cations 


Tach  Control 


6T 


s 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 

c 

T 

S 


Personal 
Computer 


s*tf 

npi#nBtofy 


Word 
Proc. 


SKI 
lyw  latOfy 


Work 
Stations 


PBAX 


Copier 
Fax 


Barf 


Other 


S  W  System 

0  A  

F  R 


Mf 
axplano1 


1 


T  E 


Applic 


mi 

explanatory  1 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


Respondent  Company:  < 
Name  of  Respondent: 

Title:  

Date: 


.Questionnaire 


3o-  ? .  ?3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacomraunl cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  1s  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 

Datacom  Equipment   Mfg  Servicer    Approx  #     Type  of    Response  Time 

Units  Service 


Modems 

Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other  2T*J*S  J 

eyutvALc+j  r  — 

CO  HHS .  Cot*lRpLL£JL 

Office  Products  Equip 
PDX  fr 


rrr 


ITT 


It 


(PBX,  PABX,  etc)  -r&W!>T-Zo 
Personal  Computer 
Work  Stations 
Word  Processors 
Teletext 
FAX 


BT 


X5M  PC  J 


Irs*  re    j     s  IT^y  {  } 


4  HAS 


yjtiwtJ  ONE  Wf 


CerTfflMT 


Other  colour. 


omkmct     toirti/N  o his  DAY 
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2 


3.    We  would  be  Interested  to  know  If  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat  ions  and  office  products. 

A.    If  not,  why  not?  


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

 AT~  LEAST     1S°/o  LESS  


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 

no  Ph(LTnua\(i    fiLevviteneKjTS  ?>irfGis*jrr  

FfcsH  status  cyjd"-  


0.  -How  does  this  differ  from  what  you  are  now  getting? 
>ef  MOT  ;  


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
-what  other  advantages  would  you  foresee? 

T>QGifie£   OF     Ci-PVT    ON    Ob!£  JvfrLi&l  OP  TH£  £ggV[^€ 


F.    Any  disadvantages? 


To  KoBlZHS 

AViUt-A£iurr  op  f/K^S 


-  61  - 


-  3  - 


6.    What  new,  improved  or  extra  services  would  you  like  to  see  for 
datacora  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Dat acorn  Equipment: 

Modems   

Multiplexers   

Digital  Switching  •  

LAN's  

X25  Devices  

Other  

Office  Products  Equipment: 
PDX 

(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations 
Word  Processors 
Tel etext 
FAX 
Other 


Ketfu}  L\KB  TO  HAVE 


4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  Idea  to 
your  company  and  others? 

sauu   To  rue  3>P  3>£  PftfcrMENT 


onJ  th£   6/)sis  oP  cost         S£(Ui *J£ 


Thank  you.  You  will  be  receiving  a  small  gift  as  promised  for  your  time 
and  cooperation. 
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In  your  opinion,  what  are  the  worst 
features  of  tht  service  you  art  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

VVntl  la  yfXJ"  •TTitUOl  VU 

Ac  £     /(^-m  tt> 

1984 
IMS 

What  changes  ihouid  tht  vendor  take  to 
significantly  improve  the  level  of  service  7 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Parti 
Maintenance  vendor,  why  or  why  not? 

* 

What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 

rWW  Of  UII. 

What  really  annoys  you 
about  maintenance? 

tin's-  R5*2 

 /  

f  1 1          3         v  ^       f  it""*. 

 . 

GENERAL  INFORMATION 

primary  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIF 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  yyi 
THANK  YOU.      fi.jL  J^1^ 

total  number  of  employees 
7>Ox2> 

number  of  EDP^mpJoyees 

hO 

total  ED?  budget  for 

1983                    J984  (S 

PLEASE  RETURN  ASA-*.  TO: 

are  you  buying  new  equipment  in  1984? 
If  yes.  what? 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD.. 
AIRWORK  MOUSE, 
95  PICCADILLY. 
LONDON,  W1V8PB 

Planning  Services  For  Management  f^U 
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1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classif:  cation 

Example 

Manufact- 
urer of 
Your 
Equipment 

Servicer 
ef  Your 
Equipment 
and 

Software 
(if  different 
from  MfrJ 

OUALfTY  OF  SERVICE 
1  -  Low   5  "Average    10 "Excellent 

f  t  Jil  li  I*  It  It  1* 

////A//  # 
/  o  /  &  /°//  r              £  /°<?/A^/c5^/<? 

Large 

Systems 

IBM  308X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC— 10 

be 

CO 

u 

Small 
Systems 

IBM8100 

BUR  B800 

H-P  3000 
NCR  8200 

\o 

60 

Peripherals 

and 
Terminals 

Sat* 
explanatory 

- 

7 

uaia 
Communi- 
cations 

Multiplexer* 
Tech  Control 

v, 

t 

0  Personal 
F  Computer 

Self 
explanatory 

f  Word 
r:  Proc. 

Self 
explanatory 

* 

o 

E  Work 
P  Stations 

Self 
•solan*  ton/ 

r- 

r- 

s 

0  PBAX 

D   

Salt 
explanatory 

a» 

-7 

U  Copier 
C  Fax 

Self 
explanatory 

a*- 

S 

T 

S  Other 

S  W  System 
n  A 

Self 
explanatory 

F  R 

T  E  Applic 

Self 

explanatory 
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RACAL-MILGO 

afield  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:   

Oate: 


3c  •  9  •  Z3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.   May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2-   What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract^  Carry-in,  etc). 


Pat acqs  Equipment  Wfg 


Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 


frCfiuMlLC-iD  MCALHIL^O 


Servicer   Approx  #     Type  of    Response  Time 

Units         Service  vAdiA&uE. 

2-2.4  ue>ue.$ 


A/I  Mlhi 


Other     spufrefc     tAi^em  tanVZh 


3 


zoUT/ZALT    NOT  B(f£AiE^C9y> 


Office  Products  Equip 
PDX 

(PBX,  PABX,  etc) 
Personal  Computer 


work  Stations  ^gflg,  stgGigg.  Loc*uhc-&tr  1% 
Word  Processors 


Teletext 
FAX 


Other      Pfchl7£JL   tgAASie^i£<  Lot*L*ct>rr  A 


2.4  Hof/K 


CorTTtACT  A\  * 


2 


3„    We  would  be  interested  to  know  if  you  would  consider  a  blanket,  all 
1n  one,  maintenance  contract  for  your  datacommuni cations  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.    If  not,  why  not?  

 Y9S   Birr  ExcLvitNq    tan!>&i  £"^u?//fgA/r 


B.  If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

MTC£  IS  CvCie^TV/  42-*/o  to OF  CAPITAL-  VAt-vE  |  LooKM  $ 
Pod    ^%    *l    T^qrr   F^vZ  (u 

C.  What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 
AS  NOW  


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages?  

£PA/l£    PA/LrS    A  VA  ila&iutY 
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6.    What  new.  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Datacom  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN'S 

X25  Devices 
Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  ^  

Word  Processors 


t 


lb 


XT 


Teletext  i 

FAX  ' 

-Other                                 V  &>(LS£l\hLPMl£L 

4.    What  do  you  think  1s  the  best  way  to  market  and  sell  this  Idea  to 
your  company  and  others? 

 AM  fade*     &Ugp  Se^Jtce  AN>  PgfCg 

GvARANTEeS     op  a>KrriHO\TY   


Thank  you.  You  will  be  receiving  a  small  gift  as  promised  for  your  time 
and  cooperation. 
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i 


inu^Qf  opinion,  what  are  the  worst 
mturtt  of  the  service  you  arc  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

1983 

What  is  your  attitude  to 
remote  diagnostics? 

1984 

1085 

What  diinaM  thauld  the  vendor  take  tn 
significantly  improve  the  level  of  service? 

\A/fafl  f  if.  wfti  if  iTfiti  sH»  tn  nraeweantiwaa 

maintenance? 

Have  you  considered  using  a  Third  Parry 
Maintenance  vendor,  why  or  why  not? 

nnn  art  xne  Devi  or  man  positive 
•specs  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
about  maintenance? 

GENERA  .  INFORMATION 

primary  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.      fajj  ^U**^ 

total  number  of  employees 

number  of  EDP  employees 
// 

total  EDP  budget  for 

190J  lB»0*i 

are  you  buying  new  equipment  in  1884? 
If  yes,  what? 

mt  c  Arc  DmiQN  ■tAi  TO. 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD.. 
AIRWORX  HOUSE. 
35  PICCADILLY. 
LONDON.  W1V  BPS 

Planning  Services  For  Manas*"1*"1  IN  t 
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1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


27 


QUALITY  OF  SERVICE 
Low    6  •  Average    10 'Excellent 


Systems 

IBM  xex  1 

•OR  BSOOO 
HON  DPS7  1 
UNI  90/60  1 
DEC-10 

Small 
Systems 

MM  8100 
■UR  BSOO 
HON  OPSS 
W— P  30O0 
NCR8200 

CTt> 

? 

— ■ 

r 

3 

s 

Ptfipbvnb 

mi 
Twniimb 

••if 

1 

? 

r 

9- 

,  Data 

r 

r 

Commam- 
otiora  . 

T«eh  Control 

1  ^b«t^ 

? 

? 

r 

r 

0  Personal 
f  Computet 

Serf 

\  Wot* 
C       Pi  uc 

to* 

E  Wort 
P  Strbtan 

0  WAX 

'iVlilw  —  > 

? 

? 

8  Cmr 

Stff  1 

I  f&< 

-r 

V 

X 

< 

r 

if 

< 

S  W  System 

OA 



r 

< 

T  E  Appfc. 

■oH 

MpintOrY 
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RACAL-MILGO 

Field  Service  Opportunities  1n  the  Electronic  Office  Market 


Questionnaire 


Respondent  Company:   

Name  of  Respondent-   

Title:   3>'*£ 

Date:   .__ 


3.  1o.  83 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacoromunl cations  equipment  and  office  products  equipment, 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Oat acorn  Equipment  Mfg 


Servicer    Approx  #     Type  of    Response  Time 
Units  Service 


Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  -Devices 
Other  : 


courier 


4 


Office  Products  Equip 

POX   

(PBX,  PABX,  etc) 


Br 


Br 


Personal  Computer    »ppLgir   %£I£^™  * 


Work  Stations 


1 


Word  Processors  /    tPfuuttPS*>2  Ph'l\p?  _ 
Teletex   ^  '   

PAX  CA*40M4»1 

3Hm  potr  * 

Other  HA*fyH£L&  flKtoSWEHj  '3>ataP°&~ 
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m<5T  yrr  Fflu<-T£j) 


contract  w>th<n>  4*~H&S 


L 


S£(LVICB  


We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
1n  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cations  and  office  products. 

A.    If  not,  why  not?  

 Yes  

 Hove.  Cjy^cUuJ^   »tv.  ll-z,  j^qaA"  *Andr  ditL 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


—  -sr. 


D.    How  does  this  differ  from  what  you  are  now  getting? 


^a^Lc^  Ae^rCai,  ^l<^   M-C  £&r*-Z. 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 

Fi^^U  JL  M+^r^j   &±  ojf  ***** 


F.    Any  disadvantages? 
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6. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Datacom  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Office  Products  Equipment: 

POX  m  

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  

Word  Processors   

Teletext   

FAX   

Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie:- 

Higher  charges  for  better  service  &MlL  a^Jtj^  *  c+UrcA 

Lower  charges  for  lesser  service  fc  ^  ofJuAiv^j  cn^+lL 

^yU^  A**±cUlj 

What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 
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nion,  what  are  the  wont 


features  o1  the  service  you  art  receiving? 


Approximately  what  are  your  tout 
expenditures  for  maintenance? 


19B3 
1984 

1985 


Hardware 


Software 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

*Vv — yu^~g.  <Ux).^MnA. 
^a«*^JL 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

~  ^C£     ^-  0 


i 


What  an?  the  best  or  most  positive 
aspects  of  service? 


/GENERAL  INFORMATION,  n 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

Uc 


total  number  of  employees 

0 


prmpry  business  of  company 


number  of  EDP  employees 

3S 


total  EI)P  budget  for  p 

1983*  1^75,0^0)  1984  /S^O.Cfb 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 


What  really  annoys  you 
about  maintenance? 


AK^ll  information  provided  will  be 

TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  *  / 


THANK  YOU. 


PLEASE  RETURN  ASAP.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE, 

INPUT  LTD, 

AIR  WORK  HOUSE, 

36  PICCADILLY. 

LONDON.  W1V9PB 


Planning  Services  For  Management 


INPUT 
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1983 


Product 

Classification 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Examples 


manufact- 
urer of 

Your 
Equipment 


Servicer 
•f  Your 
Equipment 

and 
Software 
Of  different 
from  MtrJ 


QUALITY  OF  SERVICE 
1  ■  Low   S  ■  Average    10  «  Excellent 


Urge 
Systems 


IBM  308X 
BUR  B59O0 

hon  ofsn 

UNI  90/60 
DEO- 10 


Small 
Systems 


IBM  8100 
BUR  6800 
HON  DPS6 
H-P  3000 
MCRB200 


7 


Peripherals 

and 
Terminals 


51V 

to 


1 


<7 

1 


1 


1 


1 


7 


Data 

Communi- 
cations 


Multiplexer! 
T«eh  Control 


1 


2 


Personal 
Computer 


Stff 
explanatory 


C 
t 
P 
R 
0 
D 
U 
C 
T 
S 


Word 
Proc 


•xplanatory 


Work 
Stations 


ftjepdratDTY 


P6AX 


B»H 
Mpianatory 


Copier 
Fax 


SaH 


Other 


S  W  System 

0  A 
F  R 

T  E  AppHc 


Wf 
•Sanatory 


B>lf 

explanatory 


"T 


1 


r 


3 


2 


4 


8 


0(S 


1- 


3. 


1 


3 


2 


2 


2 


3, 
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RACAL -MIL GO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


Questionnaire 


Respondent  Company:  m 
Name  of  Respondent:  m 

Title:  5l 

Oate:  


3- 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Datacom  Equipment  Mfg 


Units 

Modems  iAO\LHiL$o  ftdcflLH/LQo    &  5b 

Multiplexers  3>QC     «  JX9C  6_ 

Digital  Switching       

LAN's   

X25  Devices       

Other 


Servicer   Approx  #     Type  of   Response  Time 

Service 


Office  Products  Equip 
PDX  TBm 


(PBX,  PABX,  etc)    BthoMxm  &T 


Personal  Computer  Act  gilli/5  i^ovjkI 
Work  Stations 


Word  Processors 

TeJetex   

FAX   

Other 


-  2  - 


3.    We  would  be  Interested  to  know  1f  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.    If  not,  why  not? 


UNLIKELY     .        TtxL  Cckc    erj.  TPh[  Irtu* 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 
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G.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Datacom  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


yk±_  CcrgYyJ^asKU  cU<4  turl-  Lo*Q 


to  cl 


Office  Products  Equipment: 

PDX  

(PBX,  PABX,  etc) 

Personal  Computer   

Work  Stations   - 

Word  Processors   

Teletext   

'FAX   

Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e:- 
Higher  charges  for  better  service 
Lower  charges  for  lesser  service 


4.   What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 
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tpjfcur  opinion,  whet  are  the  worst 
"features  of  the  service  you  are  receiving? 

Approximately  what  are  your  total 
expenditures  tor  maintenance7 

"^N^Hardware  Software 

1983  X 

What  is  your  am  tube  to 

rwniuic  uit^noviiOf 

-V-^-t^  f  tf   0 

1B84  \, 

1985  X 

What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

What  is  your  attitude  to  preventive 
maintenance  < 

Have  you  considered  using  a  Third  Parry 
Maintenance  vendor,  why  or  why  not? 

.  J 

1/              »     /                       ,,  _ 

• 

• 

«/ 

What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

- 

What  really  annoys  you 
about  maintenance? 

GENERAL  INFORMATION 

primarv  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOaE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.               -  i 

THANK  YOU.      (jpJU  &L~*U*J*~* 

total  number  of  employees 

number  of  EDP  employees 

total  EDP  budget  for  ~ 
1983    /•  5i  — •  1984 

are  you  buying  new  equipment  in  1984? 
If  yes.  what? 

PLEASE  RETURN  AJS-A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD, 
AIRWORK  HOUSE. 
J5  PICCADILLY. 
LONDON.  W1V9PB 
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1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


[10 


Product 
Oassification 


Examples 


Manofact- 
■m  of 

Your 
Equipment 


Servicer 
•f  Your 
Equipment 
and 

Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  •  Low   5  «  Average    10  ■  Excellent 


ibm  seex 


Large 
Systems 


BUH  Bb^Oo 
HON  DPS7 
UNI  90/60 
DEC-10 


Small 
Systems 


IBM  8  tOO 
BLTR  B800 
HON  OPSS 
H-f  3000 
NCRB300 


Peripherals 

and 
Ttrmirtals 


twiimmtory 


lO 


Data 

Commoni- 
cations 


T«c*>  Control 


9 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


8 


Word 
Proc 


2 


Work 

Stations 


PBAX 


Other 


S  W  System 
0  A  

T  E  Applic. 


Brff 


n. 


■BiptoWKOTV 


V/*Ooo  S 


1 


-  79  - 


RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


Quest  1 onnai re 


Respondent  Company: 
Name  of  Respondent: 
Title: 


Date:  3 •  40  •  S3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacoramuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract »  Carry-1n,  etc). 

Pat acorn  Equipment   Mfg  Servicer   Approx  #     Type  of   Response  Time 

Units  Service 

.  Contract  Ju»r 

Modems  ftKfiL-Mft-5o   tM*L-^i$o    Z  -f-  ^o^6zvct  4"*s 

Multiplexers   -  r  •  ••    •  

Digital  Switching  

LAN's  

X25  Devices          

Other   


Office  Products  Equip 
PDX  _ 
(PBX,  PABX,  etc) 


Personal  Computer   ^^^^S^  I  1_-  ^ 

Work  Stations  XCL-  ^        f£       °>»™cr    f^M  M/F  v.th 

         "      \~~oN  f/TE  eti$iMC-Z 


Word  Processors 

Teletex 

FAX 

Other 
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3.    We  would  be  Interested  to  know  If  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommunicati tns  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat  ions  and  office  products. 

A.    If  not,  why  not?  '  


A  VBCi    hypothetical  goesTiotJ    rot  th>s  company 

 \$luEr  k>6UlD  O&TuDfrefrO^  COST  EFFecTMEtJESS 

better  SJKTIcl 

 3)    S£MlC<z  e  rPcf  h^aJ £SS 

B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

At  ueast    AO  °/0    cost  ££2>i;c-noi\) 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 

  $££\JILE     ujoUC5>     HfW£     TO  CLE    AS  ^QoJ)  

o£  &ETTB/L   <TM/*M  e/L£S£*JT~ 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.  Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 

q&rriK)^     A    &€TT€A     S£gVlc£  iMC(-Ul)lN$  

ti>£TTE(L    A£c/asJi£  'Time 

F.  Any  di  sadvantages?  
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6.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment: 

Modems   No  Vt£*JS    OKI  THIS. 

Multiplexers  

Digital  Switching  

LAN's   ' 

X25  Devices  

Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)  

Personal  Computer   

Work  Stations  _^  ^ 

Word  Processors   

Teletext   

FAX  __ 
Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e: 
Higher  charges  for  better  service 
Lower  charges  for  lesser  service  Yes 


4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 

Cost  / ^eveu    °^  service 
&ul  P  3/L  


-  82  - 


|.T"75u^"oPin'on-  what  *n  wont 
features  of  the  service  you  are  receiving' 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

108.?         tofCVt>          £  ©cr> 

What  is  your  attitude  to 
remote  diagnostics? 

Whit  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

«^ 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

far  . 

c 

fc^   

What  are  the  ben  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
about  maintenance? 

GENERAL  INFORMATION 

primary  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.                 -  / 

THANK  YOU.      Q^J^  3^*^ 

total  number  of  employees 

number  of  EDP  employees 

10  . 

total  EDP  budget  for 

1983     lOf.Cx     1984  iGS(CTJt> 

PLEASE  RETURN  A.SA-P.  TO: 

ANDY  THOMAS 
OIRECTOR  FIELD  SERVICE, 
INPUT  LTD, 
AIRWORK  HOUSE. 
36  PICCADILLY. 
LONDON.  WW9P» 

are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

Planning  Services  For  Management 
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a  II  >il  I    FIELD  SERVICE  SURVEY -USERS 


Product 
Classification 

• 

Examples 

Manufact- 
urer of 

Your 
Equipment 

Service  f 
•f  Your 
Equipment 
and 

Software 

(if  different 
from  MfrJ 

QUALITY  OF  SERVICE 
1  -  Low   S- Average    10-  Excellent 

f  / hi  ft/ k  Ik 

h  /l/ili/i  If  1  Ui  ii 

if  i  fll  MJiMit  M  / 

/*/.  flifft/iM/fMli  Mi 

1 6  /  ey /°iy  t               *  l 

Large 
Systems 

IBM  306X 
BUR  BS9O0 
HON  DPS7 
UNI  90*0 
DEC-10 

rcu 

< 

I 

"1 

* 

i 

* 

Small 
Systems 

IBM  8100 
BUR  6800 
HON  D?S6 
H-P3000 
NCR  E20O 

Peripherals 

and 
Terminals 

Stlf 
•xpianstory 

leu- 

\ 

% 

7 

t 

»o 

Data 

Communi- 
cation* 

Modrmi 
Multiplexer? 
Ted*  Control 

5* 

5" 

f 

X 

r 

1 

% 

lo 

0  Personal 
F  Computer 

Self 
explanatory 

tVcro 

r. 

explanatory 

E  Work 
P  Stations 

S«lf 
explanatory 

i-C  5  

$ 

s 

1 

IC 

0  PBAX 

Self 
•a^ivtftopy 

U  Copier 
C  Fax 

Sen 
explanatory 

S  Other 

S  W  System 

0  A 

expJanetory 

F  R 

T  E  Applic 

Stlf 
explanatory 
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RACAL-MILGO 

Field  Service  Opportunities  1n  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:  C 

Date: 


3.  -fo  -23 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cat  Ions  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  1s  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Servicer   Approx  # 
Units 


Oatacom  Equipment  Mfg 
Modems  fPACALMlLSo   AMal  HiL(jo 


Type  of  Response  Time 
Service 


Multipl  exers 
Digital  Switching 
LAN's  - 
X25  Devices 
Other 


24 


CCNlUfiiLT 


"2: 


Office  Products  Equip 
PDX 


(PBX,  PABX,  etc) 


Personal  Computer  M"t/ 


Work  Stations 


Word  Processors  X  ^  S&o  x^ 
Teletex  \ 


Contact   N^FWf  \M  6^ 


FAX 
Other 
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3,   We  would  be  Interested  to  know  1f  you  would  consider  a  blanket  all 
In  one,  «aintenance  contract  for  your  datacommuni cat Ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cations  and  office  products 


A.    If  not,  why  not? 


No 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 


ruuiAfraMj    Ofi^A-u6^/    yvtrzkr^  /k*wx^&^£ 
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6. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Datacom  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations   ^ 

Word  Processors   

Teletext   

FAX 
Other 


UrtA&Ufvfcvt.  io  Mate 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie: 
Higher  charges  for  better  service 
Lower  charges  for  lesser  service 


What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


|n  your  opinion,  what  arc  the  worst 
ffo»WreT"of  the  service  you  art  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


1983 
1984 

1985 


Hardware 


Software 


What  is  your  ertitude  to 

remote  diagnostics? 

What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


00    -  sf.'c-fr 


Hit  CuS^~ ', 


4 


DO 


ff 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


(0 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


total  EDP  budget  for  .  ♦ 

1983p7w\nt'w«.  1984-t   7*»'M  ' 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

10  o 


PLEASE  RETURN  ASA.*.  TO 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE, 
INPUT  LTD, 
AKRWORX  HOUSE, 
SB  PICCADILLY. 
LONDON.  W1V9PB 
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,983  II  Nil  I    FIELD  SERVICE  SURVEY  —  USERS 


I  t 


Product 

Classification 


Examples 


Man  u  fact- 
Brer  of 

Your 
Equipment 


Servicer 

of  Your 
Equipment 
and 

Software 
(if  different 

from  MfrJ 


QUALITY  OF  SERVICE 
Low   S  "  Avtrage   10  •  Excellent 


Urge 

Systems 


IBM  306 X 

»UR  B590C 
HON  DPS7 
UNI  &0/60 

oec-10 


ID 


ID 


1 


0 


a 


1 


lo 


Small 
Systems 


IBM  8100 
BUR  B800 
HON  OPS6 
H-^3000 
NCR  8200 


7 


Peripherals 

and 
Terminals 


Self 

explanatory 


All  >Bki 


/O 


tc- 


ic 


9 


/o 


Data 
Communi- 
cations 


Modem* 

Multiplier* 
Tech  Control 


s 


D  Personal 
F  Computer 


Sail 
trxp'enetory 


I 

c 

E 
P 
R 
0 
D 
U 
C 
7 
S 


Word 
Proc. 


Self 
explanatory 


> 


1 


8 


2 


Work 
Stations 


Self 
•wpJanatory 


PBAX 


Satf 
KKBtatwrtoi  i 


Copier 
Fax 




nplvvux  y 


Other 


System 


S  W 
0  A. 

T  E  Apphe, 


Balf 

MpUnatory 


Self 
explanatory 


8 


8 
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RACAL-MILGO 

Field  Service  Opportunities  1n  the  Electronic  Office  Market 


Questionnaire 


Respondent  Company:  u 
Name  of  Respondent: 

Title:   

Date:   


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  TIM, 
Contract,  Carry-1n,  etc). 


Pat a com  Equipment  Mfg 

m 

Modems  FMALMjLfy)  6MfiLhiL£,o 

Multiplexers   *  v 

Digital  Switching     

LAN's   

X25  Devices     

Other 


Servicer   Approx  #     Type  of    Response  Time 
Units 


Servi  ce 
TotM 


FAX 


^7An»3>Y  Other 


Office  Products  Equip 
PDX  _ 
(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations       j£t^  32^9 
Word  Processors 
Teletex 


"WW" 


 t2HgJ*/0 
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3.    We  would  be  Interested  to  know  1f  you  would  consider  a  blanket,  all 
tn  one,  maintenance  contract  for  your  datacommunications  equipment 
and  office  products  equipment.    They  would  be  your  single  cpntact  for 
datacommuni cat ions  and  office  products. 

A,    If  not,  why  not?  _____  __  

Yes 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


-  -to  -  -is  % 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 

 M<n±  €/)c>f£n/H*e  Loma    est  <v>  -fry  ff/ttF'MKf 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 
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G.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment:  f  ^ 

Modems   &J^4*    Itt&L  * 

Multiplexers  pO^C*4t>^    yf*+£cj^J  # 

Digital  Switching 

LAN's   

X25  Devices   . 

Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  <  v 

Word  Processors   

Teletext   

FAX   

Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie:- 

Higher  charges  for  better  service       )    If  £S  j  7>P  cri\%iC+&  f^eArVLS 


vice  ) 

Lower  charges  for  lesser  service        j      MT"  M^AUL  lA  eS)Cj&+vu»v%. 

4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  Idea  to 
your  company  and  others? 

 CVy^ygunv c^l,   Q^CuitsJ*  ^ciU^^fj  Crt^tj  oust  A&finC£4. 
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In  YOjji-/5pir,'Or|.  "'hat  >re  the  worst 
ffStureTof  the  service  you  are  receiving? 


5  .v- 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware 


Software 


1983 


1984 


1985 


What  h  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Parry 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

 t±c  


What  really  annoys  you 
about  maintenance? 


,    »  1    .  v 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 
l*-©  O 


number  of  EOP  employees 
*}5 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIF 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.      Q^jJ^  3^**^ 


total  EDP  budget  for 
1983  I  I  rr\  1984 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

~»   at  — \  f*    •  _ 


IV 


PLEASE  RETURN  ASA*.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD, 
AIRWORK  HOUSE, 
35  PICCADILLY. 
LONDON.  W1V9PB 
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INPU 
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1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


\1A 


Product 
^piftcation 


Urge 
Systems 


Small 
Systems 


Examples 


IBM  308 x 

BUR  B5900 
HON  D*S1 
UNI  90/50 
OEC-10 


IBM  8100 
BUR  B800 
HON  DPS6 
H-f  3000 
NCR  8200 


Iflanufact- 
orer  of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 
and 

Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  ■  Low   S  ■  Average    10  ■  Exxzlleirt 


1 


n 


1 


1 


Peripherals 

and 
Terminals 


Self 
explanatory 


1 


1 


-1 


Data 

Communi- 
cations 


Modems 

Muitipiexrn 
T«ch  Control 


Persona! 
Computer 


s*if 

txplanatory 


Word 
Proc 


Self 
•xplanatory 


,ir»>JC- 


Work 
Stations 


•xpiwtatory 


PBAX 


explanatory 


1 


Copier 
Fax 


axt 

explanatory 


Other 


System 


S  W 
0  A.__ 
F  R 

T  L  Applic. 


Solf 
explanatory 


Sell 
explanatory 


T 
a? 


8 
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17. 


RACAL-MILGQ 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent:  r 

Title:  • 

Oate:   


3-4o.  23 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  Just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc).  1 


Datacoro  Equipment  Mfg 


Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  -Devices 
Other 


Servicer   Approx  #     Type  of   Response  Time 
Units  Service 


Office  Products  Equip 
PDX 


fne£>n6££  Type-  g-p 
(PBX,  PABX,  etc)  t&«$t£Pmcci>  Cr  mon*hh 


Personal  Computer 

Work  Stations 

Word  Processors 

Teletex  \ 

FAX 

Other 


HP 


Hp 


UP 


iLt. 


UP  to  5"0  touTMcT 


HP 


3o 


HP 


1 


tkRS. 


CONTft/lLT 


Z  HPS 


-  95  - 


-  2  - 

* 

3.    We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.    If  not,  why  not?  


6.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately?  . 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.   Any  disadvantages? 


-  96  - 


-  3  - 


6.   tfhat  new,  Improved  or  extra  services  would  you  like  to  see  for 

datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment: 

Modems   

Multiplexers  

Digital  Switching  

LAN's  

X25  Devices   

Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc) 


Personal  Computer  f  K<X  IfL  Ani 
Work  Stations  .  g  (f 


Word  Processors 

Tel etext 

FAX 

Other 


H.    Would  you  welcome  a  flexib.e  scale  of  maintenance  pricing,  ie:- 
Higher  charges  for  better  service 
Lower  charges  for  lesser  service 

4.   What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


Shu    jUt-  -Tfft  U. 


-  97  - 


In  your  opi^i/xi,  what  are  the  wont 
feaurefofth*  service  you  art  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

1083         flr-Str  1-9* 

M/KaiT  M  WIMir  ■Ttitiirta  * _ 

remote  diagnostics? 
Vo*-*     C**w>*>      r>«_^n  ^ 

4-*T-  a" 

1984 

1Q8B         /V-P*.  jtVr* 

fVnii  cnangcs  wiotjio  in*  wuyi  i#*c  iu 

significantly  improve  the  levt ;  of  service? 

WharT  is  vour  UTTiTurt**  ?n  nre*v»ntiv# 

maintenance? 

nwc  you  cunvyvi  cu  u*Jn^  ■  i  niru  r any 
Maintenance  vendor,  why  or  why  not? 

A^C    fn-r  tJt+er+r 

trim*                    <*AO«<f»>J                    <  V^ 

•     r       »            •^^^e^            a  el^^t—   »  ^  « 

wn 31  »irc  inc  Dcsi  or  mosi  pu> \  11  vc 
aspects  of  service? 

l^ft  uAn  r*f*f  tut  Anw  tn*ri  il  rvri^inn  rtr 
lsw  yuu  icwcive  §ny  »f^cut#i  pr icing  or 

discount  on  your  maintenance? 
Please  detail. 

■vnax  reany  annoyj  you 
about  maintenance? 

GENERAL  INFORMATION 

primary  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.  /^y/t 

total  number  of  employees 

number  of  EDP  employees 

total  EDP  budget  for 

1083    /<fo*-        19B4  tn;4 

are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

*  * 

PLEASE  RETURN  A-5-AJ.  TO 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE, 

INPUT  LTD, 

AIR  WORK  HOUSE, 

35  PICCADILLY, 

LONDON.  W1V0PB 

Planning  Services  For  Management 

-  OR  - 


1083 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 

Examples 

Manofact- 
•rer  of 

Your 
Equipment 

Servicer 
Bf  Your 
Equipment 
and 

Software 
(if  different 
from  MfrJ 

QUALITY  OF  SERVICE 
1  ■  Low   5  ■Average    10  ■  Excellent 

/*/  /  h  k  kill* 

if  l  i  b  £  A  If  /£  A 
A  A  /  i/*/i  /£  If/hfi  A  j 

urge 
Systems 

IBM  306 X 
BUR  BS900 
HON  DPS7 
UNI  90/60 
06C-10 

Small 
Systems 

IBM  8100 
BUR  BSOO 
HON  DPS  6 
H-P  3000 
NCR  8700 

lis 

1  is 

t 

1 

-7 

€4 
1 

/ 

Peripherals 

■no 
Terminals 

■  lo 

lo 

IO 

~7 

9 

*7 

/ 

/o 

Data 

Com  muni- 
ations 

Modems 
Multiplexer* 
Tech  Control 

$ 

ST 

0  Personal 
F  Computer 

Self 
explanatory 

iO 

IO 

IO 

7 

"? 

t 

Word 

r  P,DC- 

S»lf 

1 

1 

Z. 

z. 

E  Work 
P  Stations 

M« 
MptenBtory 

0  PBAX 

D  — —  

Self 
•xpUnotory 

U  Copier 
C  Fm 

SMI 
explanatory 

S  Other 

S  W  System 
D  A 

Self 
explanatory 

HP. 

~7 

7 

"7 

c 

i 

/to 

F  Ft 

T  E  Applic 

Self  . 
explanatory 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:   

Oate:   


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Pat  acorn  Equipment  Wfg 


Servicer   Approx  #     Type  of    Response  Time 
Units  Service 


Modems 
Multipl  exers 


Digital  Switching  ^ 

LAN's   

X25  Oevices   

Other 


STC 


CcNTflACT 


4  MIS. 


Office  Products  Equip 
POX 


(PBX,  PABX,  etc)  p&tHAj 


Personal  Computer  Coh*o)ote 

 Q>iJk) 

XCL         *c-L  2Z 


Work  Stations 
Word  Processors 


^AwAeletex 
FAX 
Other 


CoNTfiAcr  c,oob 


-  100  - 


-  2  - 

3.    We  would  be  Interested  to  know  1f  you  would  consider  a  blanket,  all 
1n  one,  maintenance  contract  for  your  datacommuni cations  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cations  and  office  products. 

A.    If  not,  why  not?  


/fr  fossi&urr  


B.    If  you  would  consider  this. arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  coyer  have  to  be? 

 Se^ice  rurjtu  %  Ujl 


0.    How  does  this  differ  from  what  you  are  now  getting? 


E.  Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 

 PACE    /  CUfo+elilA  ty  yij^  trl  jJLtum&C  1**+*-  to 

F.  Any  disadvantages?  . 


-  101  - 


G. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Datacora  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations 

Word  Processors   

Teletext   

FAX   

Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie:- 
Hlgher  charges  for  better  service 
Lower  charges  for  lesser  service 


hi  » 

/ 


What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


-  102  - 


4n  fBOT" opinion,  what  ant  the  wont 
features  of  the  eanrice  you  art  warning? 


Approximately  whit  art  your  total 
expenditures  for  maintenance? 


Hardware  Software 


1983 


1984 


1985 


What  h  your  ertituda  to 
noca  diagnortka? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


Whit  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Pirty 
Maintenance  vendor,  why  or  why  not? 


U  - 


-etf 


2* 


*0 


e^ifrg    v^d^.  ^**ff 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


tCvVJ 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 

f  JLo-o 


number  of  EOP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 


tout  E 
1P83 


EOP  buc 


budget  for 

a^<>1984 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

Mo 


PLEASE  RETURN  ASA-P-TO 
ANDY  THOMAS 
OIRECTOR  FIELD  SERVICE, 

INPUT  LTD..   

A1RWORK  HOUSE, 
35  PICCADILLY. 
LONDON.  WW9PS 


-  103  - 


Planning  Services  For  Management 


INPU 


1983 


INPUT, 


ELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Examples 


Manufact- 
urer of 

Your 
Equipment 


Servicer 
if  Your 
Equipment 
and 

Software 

(H  different 
from  MtrJ 


QUALITY  OF  SERVICE 
t  »  Low   5  ■  Average    10  *  Excellent 


Large 
Systems 


IBM  308 X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
O£C-10 


ICu 


y 


y 


r 


Small 
Systems 


WMItOO 

bur  moo 

HON  DPS6 
H-F3000 
NCR  8200 


Peripheral 

and 
Term  i  rials 


S 


Data 

Communi- 
cations 


Tach  Control 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Self 
explanatory 


y 


6' 


Word 
Proc 


Bdf 


f*0 


y 


/o 


Work 
Stations 


B»rf 


fCu 


6' 


PBAX 


5.-T 


Copier 
Fax 


B«tf 


Other 


CP-" 


1 


/9f.  » 


S  W  System 

OA  

F  R 

T  E  Appfic 


ICu 


y 


BXf 

uoiwitonr 


^3  sfe^sc 


ICL 


y 


y 


r 


-  I  OA  - 


13. 

RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Quest  1 onnaire 


Respondent  Company: 
Name  of  Respondent: 
Title: 


Date:    3-40  •  S3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 

Oatacom  Equipment   Mfg  Servicer   Approx  #     Type  of   Response  Time 

Units         Service   a,  , 
    ft  FAULT  I M  WJ 

Modems  ftfiUit-hiLbo  4k*LHiL5o       CL         Tstrt     Hith»j  2.<-hGS. 

Multiplexers    -  ?.      • 

Digital  Switching           

LAN's  • 

9  ------------------------       '  ~ 

X25  -Devices        •  

Other  ■  


Office  Products  Equip 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer 


Work  Stations  TCU                                    CtNTtAcr       2-~3  >_f_j 

Word  Processors      ______    ,    - 

Teletex    .         r 

FAX  '  

Other   . 


-  105  - 


-  2  - 


3.    We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 


A.    If  not,  why  not? 

A/0 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages?  ._ 


-  106  - 


-  3  - 


G.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 

datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Oatacom  Equipment: 

Modems   

Multiplexers   

Digital  Switching   

LAN's   

X25  Devices 


Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  .. 

Word  Processors   

Teletext   

FAX   

Other 


i 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e:- 
Higher  charges  for  better  service 


Lower  charges  for  lesser  service 


What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 

 GlYd0^jL  i\t^kifrfl   o/  SiwiiSL  £^ij-*i2«+dkrd%  , 


-  107  - 


"tnyour  opinion,  what  are  the  worst 
features  of  th«  service  you  are  receiving? 


ApproximeT? ly  what  are  your  total 
expenditures  for  maintenance? 


Hardwart 

Software 

1083 

f<?,f*> 

1984 

19. 

1085 

±2,  r*o 

What  is  your  anitude  to 
remote  diagnostics? 


e  F- 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Parry 
Maintenance  vendor,  why  or  why  not? 


Sty 


Co 


—  i/ 


/ 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail.  _  ■*  ' 


./ZfrUrvt^  


What  really  annoys  you 
about  maintenance? 


j/rp 


r4- 


GENERAL,  INFORMATION 


primary  business  of  company 


total  number  of  employee- 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS- 
THANK  you. 


total  EDF  budget  for  ^_ 
1083  / /AT  1084  a,  . 


are  you  buying  new  equipment  in  1084? 
If  yes,  what? 


PLEASE  RETURN  A-SA-P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD, 
AIRWORK  HOUSE, 
IB  PICCADILLY, 
LONDON.  W1V9PI 


Planning  Services  For  Management 
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INPUT 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classiftcation 


Examples 


Manufact- 
urer of 
Your 
Equipment 


Servicer 
tf  Yout 
Equipment 
and 

Software 
Of  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1 «  Low   5  ■  Average    10  s  Excellent 


Urge 
Systems 


IBM90BX 

tUR  B5900 
HON  DPS  7 
UNI  90*0 
OfC-10 


Small 
Systems 


IBM  9100* 
BUR  B800 
HON  DPS6 
H-P3OO0 
NCR  8200 


s 


9 


t 


i 


i 


10 


Peripherals 

and 
Terminals 


•erf 


y<CL 


i 


t 


i 


S 


Data 

Communi- 
cations 


Muitipt«KOT 
T«e#»  Control 


to 


\0 


0 
F 
F 

I 

C 
E 
P 
R 
0 
0 
U 
C 
T 
S 


Personal 
Computer 


ten 


Word 
Proc 


tarr 


Work 

Stations 


10 


r 


A 


8 


i 


10 


PBAX 


t«tt 


Other 


S  W  System 

OA  

F  R 

T  E  Appfic 


(0 


g 
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RACAl-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


Questionnaire 


Respondent  Company:  _ 
Name  of  Respondent:  _ 

Title:  m  

Date: 


4-*  10-  Z3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  Just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Oat acorn  Equipment  Mfg 


Modems 
Multiplexers 
Digital  Switching 
UN's 

X25  Devices 
Other 


Servicer   Approx  #     Type  of   Response  Time 
Units         Service  0 


TolM 


2$  HOvM 


Office  Products  Equip 

POX   

(PBX,  PABX,  etc)  ___ 
Personal  Computer 

Work  Stations   

Word  Processors   \ 

Teletex 


FAX 
Other 


STc  Src 


TcxM 


TO  t 


-  110  - 


-  2  - 


3.    We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.    If  not,  why  not?  

MOT  fisEf\LL.y  


■ 

B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

 3o  -  4o  7q   


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.   Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 

 1)^JL^  t~rM-  cmJL  C**^p.ouuj  a^vAJ^A^  Lk*^  SO  

 to  A*rArm~l-         ptrHfr*^  .  _____ 


F.   Any  disadvantages? 


G. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Datacom  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN'S 

X25  Devices 
Other 


7 


Office  Products  Equipment: 
PDX 

(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations 
Word  Processors 
Teletext 
FAX 
Other 


7- 


1 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e:- 
Higher  charges  for  better  service         Y&S  i    cU^j^i^y  _ 
Lower  charges  for  lesser  service 


What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


&4- 


^  ^-hr-your  opinion.  wfcat  are  the  wont 
features  of  the  service  you  art  receiving? 


4¥ 


"fit,. 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


1983 
1984 

1985 


Hardware 


Softwara 


What  it  your  attitude  to 
r*mcm  diagnostics? 


What  changes  should  tht  vendor  take  to 
significantly  improve  tha  level  of  lervice? 


What  it  your  attitude  to  preventive 
maintenance? 


ul-  yL&uf  uJl  CtA<  4^ 


Have  you  considered  using  a  Third  Part, 
Maintenance  vendor .  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


^7 


GENERAL  INFORMATION 


f  imary  business  of  company  .  . 

total  number  of  employe** 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTH 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 
THANK  YOU. 


total  EDP  budget  for^P** 
1983  ^  0^  rrtTO  ^84  ^  57fr6Q 
are  you  buying  new  equipment  in  1984? 
If  yes.  what?  UL^(CyC^r^ 


PLEASE  RETURN  AXA-P.  TO: 

ANDY  THOMAS  

DIRECTOR  FIELD  SERVICE. 
INPUT  LTD, 
AIRWORK  HOUSE, 
J5  PICCADILLY. 
LONDON.  Wl  V  9Pi 


Planning  Services  For  Management 


INPU 


-  113  - 


1983 


IIMMJ  I 


FIELD  SERVICE  SURVEY  -  USERS 


2^ 


Product 

Classification 

Examples 

Menu  fact- 
am  of 

Your 
Equipment 

Semcer 
•f  Your 
Equipment 
and 

Softwire 

Of  different 
from  MfrJ 

DUALITY  OF  SERVICE 
1  ■  Low   S  "  Average    10  ■  Excellent 

//  /  /  A/  / 1*  i  /* 

A*////// A  A  AV/  A  A 

i  1  Itlk  $  Hi  A  / 

Large 
Systems 

IBM  306 X 

tum  BS900 
MOW  OI*S7 
UN!  90/60 
DEC— 10 

r 

b 

/ 

y 

1 

I 

D 

i 

1 

•2 

1/ 

7 

0 

Small 

Systems 

KM8100 

%tm  moo 

HON  DPSS 
H—T  3000 
MCR  8200 

Ptripherab 

and 
Terminals 

? 

1 

7 

? 

r 

e 

3 
/ 

8 

r 

? 

Dan 

Communi- 
cations 

Mfc„t,    ,  | 
T«c*  Comrtf 

„  -.to  fit 

7 
n 

2- 
3 

7 
7 
1 

r 

5 

\ 

c 

r 

7 
7 

( 
I 

V 
1 

1 

C 
7 

s 
i 

T 
1 

7 
1 

0  Personal 
F  Computer 

-  ! 

i 

^  Word 
p  Proc> 

•■tt   

E  Work 
P  Stitiom 

a*r   

0  PBAX 

0.77 

3 

8 

7 

s? 

r 

r 

i 

1 

i  csr 

^  1 

ITT 

7 

¥ 

r 

<r 

r 

< 

3 

s 

s 

S  Dtbar 

°I 

10 

& 

z 

r 

3 

ID 

S  W  System 

OA 

UH  ^  

to 

s? 

to 

«? 

to 

s 

F  R 

T  E  Afpfk. 

<f 

1 

10 

lo 

n 

/£> 

/o 

«■ 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:   

Oate:   


4o  >  n 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Oatacom  Equipment  Mfg 

C  (tiCALf 
Modems  £  Bt 


Servicer    Approx  # 
Units 

Gt  % 


Multipl exers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Type  of   Response  Time 
£> 


Service 


■COMTMCT 


Office  Products  Equip 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer 
Work  Stations 


J-ti^^,   

Word  Processors 

FAX 
Other 


5 


CONTACT 

Pick  v? 


2  4  his 
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3.    We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat  ions  and  office  products. 

A.    If  not,  why  not?  

Yes  .    j^Ul         PRIME  /u£. 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  Involved, 
what  other  advantages  would  you  foresee? 


F.   Any  disadvantages? 
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G.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment: 

Modems 

Multiplexers 

Digital  Switching 

LAN's 

X25  Devices 
Other 


Office  Products  Equipment: 

POX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  - 

Word  Processors   

Teletext   

FAX   

Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie: 
Higher  charges  for  better  service 
Lower  charges  for  lesser  service 


/ 


4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 
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|n  your  opinion,  what  art  the  wont 
featurjsjpi'tht  service  you  art  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Software 


What  is  your  attitude  to 
ramote  diagnostic? 


TYifl,ru.q  jo 


What  changes  should  the  vendor  take  to 
significantly  improve  the  (aval  of  service? 


0u\ 


0*v  Vfe 


•J 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


4 


ft 


Spates   ja  6^*- 


WcruvS 


What  are  the  best  or  most  positive 
aspects  of  service? 

4,  «■< 


J2CJ 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail.  v    .  # 

k$    XnJi    art  tw^ 


What  really  annoys  you 
•bout  maintenance? 


OSU  ;  _____ 


rjn- 


OFMERAL  INFORMATION 


primary  business  of  company 
SOFTWARE 


total  number  of  employees 

go 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE  INPUT  WILL  NOT  IDENTIP 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.      Q^J^  ^fi-***^ 


total  EDP  budget  for 
1983  1984 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 


PLEASE  RETURN  AAA  J*.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

BNPUT  LTD, 

AIR  WORK  HOUSE, 

J5  PICCADILLY, 

LONDON.  VY1V9PB 
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1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Urge 
Systems 


Examples 


Manufact- 
am  of 

Your 
Equipment 


Small 
Systems 


IBM  30BX 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC- 10 


IBM  8100 
BUR  B800 
HON  DPS6 
H— P  3000 
NCR  8200 


Servicer 
of  Your 
Equipment 
and 

Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  -  Low   &■  Average    10  a  Excellent 


Prime 


SL 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


Modems 
Muftip*ex»n 
T«ch  Control 


Ck?0  e 
bin. ic  if  Co 


fcAcAL 


1 


7 


6 


5 


2 

3 


8 
5 


o 

F 
F 
I 

C 
E 
P 
P. 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Self   


Word 
Proc 


s*f   

•xpl  oratory 


Work 
Stations 


—pi  WW  i 


PBAX 


Soif   


Copier 
rax 


•xpiMrtory 


P»a1K\o»4il 


4-  « 


Other 


System 


S  W 
0  A. 

F  R 

T  E  Applic 


Pa 


me 


ft. 


9- 


3_ 


explanatory 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 

Respondent  Company: 
Name  of  Respondent:  m 

Title:    

Date:  4  »  10  S3  

You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-In,  etc). 

Oat acorn  Equipment   Mfg  Servicer   Approx  #     Type  of    Response  Time 

Units  Service 

Modems  /jAcAtftiLQO  fanLhiLSo  £         7~&  tl  H4  AM. 

Multiplexers   «  ^   

Digital  Switching   

LAN's  

X25  Devices       

Other   

Office  Products  Equip 

PDX  

(PBX,  PABX,  etc)   

Personal  Computer       

Work  Stations   

*ord  Processors  Y)q>£C      Mtkwmh   4 

Teletex  

PAX  

Other 


—  Nor  KNOWH  — 


L 
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We  would  be  Interested  to  know  If  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat  ions  and  office  products. 

A.    If  not,  why  not?  

NO 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 


G.    What  new,  improved  or  extra  services  would  you  like  to  see  for 

datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment: 

Modems   

Multiplexers   

Digital  Switching   

LAN'S   

X25  Devices   

Other 


-7^ 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations 

Word  Processors   

Teletext   

FAX   

Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie: 

Higher  charges  for  better  service  

Lower  charges  for  lesser  service 


What  do  you  think  1s  the  best  way  to  market  and  sell  this  Idea  to 
your  company  and  others? 


In  your  opinion,  what  are  the  wont 
futures  oX-tht  service  you  are  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

What  is  your  attitude  to 
remote  diagnostics? 



1884  It.lWfil 

What  changes  should  the  vendor  take  to 
aignificantiy  improve  the  level  of  service? 

f,  L  -fit  *   ~T^ffs*  -  -r .  ,-«■  /t>/r 

What  is  your  attitude  to  preventive 
maintenance? 

f  o  i  /  7  "              '          '    *  w  *  /\   fcr 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

What  are  the  best  or  most  positive 
aspects  of  service? 

(Jilt    -f£-*»,~d^>  /i#*.t>*-An4_ 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
about  maintenance? 

/^••t  Of  77**. 

/cr^  fes**.*** — S 

ntwEBi!  INFORMATION 

primary  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

Vm_a  a\  tviv  VrM  1                             r          -JlJ           i  f  t 

THANK  YOU.      (hk^j  ^l^**^ 

total  number  of  employees 

number  of  EDP  employees 
/P 

total  EDP  budget  for 

1983  2f 0,000   1984  /fbjOOO 

PLEASE  RETURN  AS.AJ.  TO 

ANDY  THOMAS 
OIRECTOR  FIELD  SERVICE, 
INPUT  LTD, 
AIRWORX  MOUSE, 
35  PICCADILLY. 
LONDON,  W1VBPB 

are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

Planning  Services  For  Management 
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1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Examples 


KUnnfici- 
•ret  of 

Your 
Equipment 


Servicer 
tf  Your 
Equipment 
and 

Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  -  Low   5  "  Average    10  •  Excellent 


Large 

Systems 


IBM  308X 
BUR  BS900 
HON  DPS7 
UNI  90/60 
DEC- 10 


Small 
Systems 


IBM  8100 
BUR  BSOO 
HON  DPS6 
H-P  3000 
NCR  8200 


JL&m 
3» 


^03 


1 


6 


6 


1 


5 


5 


b 


5 


5 
I 


1 


Peripherals 

and 
Terminals 


Serf 
expi»nrtor> 


DT>e. 


1 


1 


5 


(4- 


1 


6 


Data 

Communi- 
cations 


Muitrpie«en 
Tech  Control 


Pr\P5 


9 


1 


/o 


/o 


9 


/o 


o 

F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Self 
explanatory 


Word 
Proc. 


Self 
explanatory 


Work 
Stations 


Self 
explanatory 


X 


PBAX 


Biff 
explanatory 


X 


Copier 
Fax 


Self 
explanatory 


X 


Other 


X 


S  IV  System 

OA  

F  R 

T  E  Applic 


Beff 
explanatory 


Self 
explanatory 


1 


1 


6 


b 


1 


1 


1 


1 


1 


2> 
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RACAL-MILGO 

Field  Service  Opportunities  1n  the  Electronic  Office  Market 

Questionnaire  I 

Respondent  Company:  _ 
Name  of  Respondent:  ^ 
Title:   

Date:  4-  '       *  %  3  

You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment, 

1.  Hay  we,  first,  Just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  1s  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 

Pat a com  Equipment   Mfg  Servicer   Approx  #     Type  of   Response  Time 

Units  Service 

Modems  MfltL  H/L60    MCAi.fii_.flo       4  T%n  ^y/f 

Multiplexers        •  

Digital  Switching        

LAN's  • 

X25  .Devices        _____  

Other   


Office  Products  Equip 
PDX 


(PBX,  PABX,  etc) 

Personal  Computer 

Work  Stations 

Word  Processors  \ 

T&n 

Teletex  ^ 

FAX 

Other 

-f  —  Nov  ExfCAiE*JC&> 

~~^f  Wt  4»eS 
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We  would  be  interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.  If  not,  why  not?  

 Y£5   

B.  If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

 is-  z<;  */0  


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 
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6. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Datacom  Equipment: 
Modems 

Multiplexers 
Digital  Switching 
LAN'S 

X25  Devices 
Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  ..  ». 

Word  Processors   

Tel etext   

FAX   

Other 


4. 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie:- 
Hlgher  charges  for  better  service 

.Lower  charges  for  lesser  service       f  fo4rr***n*P*&4  

What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
jfDUT  company  and  others? 
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JwfOGi "opinion,  what  are  the  worst 
futures  of  the  service  you  are  receiving? 


Approximately  whet  ere  your  total 
expenditures  for  maintenance? 


Hardware  ^/L  Software 


1983 

1884 

1B85 

What  is  your  attitude  to 
remote  diagnostic*? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

/fCfA->  >  r*    fa  f 


What  is  your  anitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
abou.  maintenance? 


GENERAL  INFORMATION 


primary  business  of  comparw 


total  number  of  employees 

£>  ©  o 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DrSCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS 

THANK  YOU. 


total  EDP  budget  for 
1983  QO&WBA 


are  you  buying  new  equipment  in  1984? 


PLEASE  RETURN  AS-AP.TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD, 
AIRWORX  HOUSE, 
35  PICCADILLY. 
LONDON.  WW  BPB 


7? 


Planning  Services  For  Management 


INPUT 
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1983 


INPUT, 


IELD  SERVICE  SURVEY  -  USERS 


n4 


Product 

Classification 


Eumples 


Mano  fact- 
or*/ of 
Your 

Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  Mf rj 


DUALITY  OF  SERVICE 
Low   S*  Average    10  s  Excellent 


Larpe 

SyrtErm 


IBM308X 

OUR  85900 
HON  DPS7 
UNI  00/60 
DEC- 10 


Snail 
Syrtamj 


IBM  8100 
OUR  0800 
HON  DPS6 
H-P3000 
NCR  8200 


1 


S 


i 


7 


10 


1 


Peripherals 

and 
Tomrnah 


5 


f 


1/ 


to 


7 


7 


7 


Data 

Com  muni- 
catioru 


T«e#»  Con 


fA 


(7 


si 

v 


S 


? 


9 


0  Personal 

F  Computer 
F 


Sttf 


/I/  **Jj" 


I 

c 

E 
P 
Ft 
0 
D 
U 
C 
T 
S 


Word 
Pi  dc 


SKI 


"n/kjHtW-'t. 


Wort 
Stations 


8«H 


1 


f 


MAX 


z 


? 


f 


Cooxer 


77? 


Other 


S  W  Pftttm 

0  A  

T  E  AppCc 


SiP 


1 


/ 


2 


7 


i 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:   

Date:   


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Datacom  Equipment  Mfg 


Servicer   Approx  # 


Units 


Modems 

Multlpl exers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


f  flACAL  MIL^O  t&lEPhohe 


BT 


Office  Products  Equip 
PDX 

(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations 
Word  Processors 
Teletex 


PHIUP5 


Act 


IDS 


"Hst. 


FAX 
Other 


H5X 


Type  of   Response  Time 
Service 

—  fiHAuNt*  sewce 

  To  A£P/)/A> 


&nx>  Back. 


%4     Sb®B*cKf  3"4 


-  1 30  -    /\lv  U+iU.  -tTU  M 


So 


-  2  - 

3.    We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat  ions  and  office  products. 

A.    If  not,  why  not?   

Yet 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  Involved, 
what  other  advantages  would  you  foresee? 


F.    Any  di sadvantages?  
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6. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacora  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Dat acorn  Equipment: 
Modems 

Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  < -  *^ 

Word  Processors   

Teletext   

FAX   

Other 


Uv<L  At*A  Jr+ck 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e:- 
Higher  charges  for  better  servi 
Lower  charges  for  lesser  service 


uaic  us   ui  a  i  u  iciiantc        iciuy,  "t« 

ice 


What  do  you  think  1s  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


SU*M  Cost  rAWMCi  »g( 


In  your  opinion.  whet  are  the  wont 
features  of  the  try  tat  you  are  receiving? 

VtVpcTXM    (jut,  to 


Approximately  whet  are  your  total 
expenditure*  for  maintenance? 


1983 
1984 

1985 


Hardware 


Software 


(7t3D 


What  it  your  attitude  to 
ramota  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  l*vel  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


4 


Us* 

"T 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 
/•  6  DT> 


number  of  EDP  employees 


ALL  INFORMATION  PROVIOEO  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  VrtLL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS 
THANK  YOU 


total  E  DP  budget  for  P 

1983^3  tfO,  QUO   1984  j^iO.OtTO 


^4 


are  you  buying  new  equipment  in  19847 
If  yet,  what? 


PLEASE  RETURN  AJS-AJ.TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

INPUT  LTD, 

AIR  WORK  HOUSE. 

36  PICCADILLY. 

LONDON.  W1V9P» 


Planning  Services  For  Management 


INPUT 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Urge 
Systems 


Examples 


IBM  30SX 
•OB  B5900 
HON  DPS7 
UNI  90  "60 
DEC-10 


Maoufact- 
mm  of 

Your 
Equipment 


Servicer 
•f  Your 
Equipment 
and 

Software 
Of  different 
from  MfO 


QUALITY  OF  SERVICE 
t  ■  Lew   S  ■  Average    10  ■  Excellent 


Small 
Systems 


IBM8100 

BUR  B80O 
HON  DPS6 
H-P  3000 

NCfiezoo 


Peripherals 

end 
Terminals 


Stif 
explanatory 


MSI 


x 


6 


if- 


S 


2 
I 


2 
I 


S 


I 

u- 


Data 
Communi- 
cations 


Modems 
Mutttptvxen 
Tach  Control 


o 

F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Self 
•  *pi»natory 


Word 
Proc. 


Self 
explanatory 


Work 
Stations 


Self 
•■planetary 


PBAX 


explanatory 


Copier 
Fax 


wi 

explanatory 


Other 


System 


S  W 
0  A. 
F  R     .  ,. 
T  E  Applic 


•xpianetory 


Self 
explanatory 


fWiPs 


< 


6 


7 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 


Respondent  Company:  _ 
Name  of  Respondent:  _ 

Title:  m  

Date:   


Questionnaire 


4-  •  23 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  Hay  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  1s  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Pat acorn  Equipment  Mfg 


Modems 
Multiplexers 
Digital  Switching 
LAN'S 

X25  Devices 
Other 


Servicer   Approx  #     Type  of   Response  Tim* 


Units 


Service 


Contract 


Office  Products  Equip 

PDX   

(PBX,  PABX,  etc) 


conduct 


Word  Processors 
Teletex  . 
FAX 
Other 


Personal  Computer    Ouverrf    guverr/  £ 

Work  Stations  ffg£ c^rilf         3°      $^ _J^L 

V40/lt)PtSX    Ho£)/k£X  $  CON7MLV 


T  st*S 
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3.    We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cations  and  office  products. 


A.    If  not,  why  not? 


lis 


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

Less       50  -  6o°/6 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.  How  does  this  differ  from  what  you  are  now  getting? 
_    r-  — 


E.    Apart  from  reducing  the  number  of  maintenance  people  Involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 


-  1 36  - 


-  3  - 

6.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment: 

Modems   

Multiplexers   , 

Digital  Switching  

LAN's 


X25  Devices  ^ 


Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer  

Work  Stations  - 

Word  Processors  

Teletext   

FAX  

Other 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e:- 
Higher  charges  for  better  service 

Lower  charges  for  lesser  service       J  fiwt-  . 

What  do  you  think  is  the  best  way  to  market  and  sell  this  Idea  to 
your  company  and  others?  / 


In  your  opinion,  what  are  the  wont 
features  of  the  service  you  are  receiving? 


.v  t  t 


Approximately  what  are  your  tout 
expenditures  for  maintenance? 


Hardware  Software 


1983 
1984 


f  " 


r  : 


What  it  your  attitude  to 
remote  diagnostics? 


1985 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

1n*i  r.  r  5??.  irJ  on  -1  < 

•  • 

IN?  VI'  "ft*  f  C  >  ?\  >YZC 

Cf    ff-7  £i  ft  C\ 

What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
about  maintenance? 

p. 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


$30 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  V* ILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


total  EDP  budget  for 
1983        SO  1984 


are  you  buying  new  equipment  in  1984? 
If  yes.  what? 


PLEASE  RETURN  AAA -P.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

INPUT  LTD. 

AIR  WORK  HOUSE. 

SB  PICCADILLY. 

LONDON.  WtV9PB 


„\:  \L  ^■*t"*r.  Planning  Servfcw  For  Management 
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INPU1 


INPUT, 


1983  ELD  SERVICE  SURVEY  -  USERS 


rr  ootid 
Classification 

Examples 

Manofact- 
Brer  of 

VfMir 

Equipment 

Servicer 
•f  Your 
Equipment 

and 
Software 

tit  different 

from  Mf  0 

QUALITY  OF  SERVICE 

a       a              B?  _  a  ■  —                                      it  a 

1  ■  Low   5  "Average    10  *  Excellent 

///  /  ///  /// 

1  ^  i  §  £  z  /*  / a? li Is  /*  > 

/#/  «r/       ©  /#  le»l £  IsS/t  le  1 

1  £  /  j?         ^              /  Itel-iflsg/  £ 
/  o  /  & /°i/  v                &  /0^/A^/<5^/^  / 

Large 

Systems 

IBM  306 X 
BUR  BS9O0 
MOM  DPS7 
UNI  90 /SO 
OEC-10 

1  c 

G 

s 

— 

•5 

c 

Smifl 
Systems 

WW  8100 
BUR  8800 
HON  OPS6 
H-»300C 
NCR  8200 

Periphenb 

and 
Taiiruuali 

-■ 

r 

< 

c 

F 

/" 
'5 

r 

— << 

r 

4 

7 

i" 
-J 

% 

7 

s 
s 

Data 

Communi- 
cations 

Bin  iImh 

Mutttptwort 
Torf*  Control 

RftcAU 

< 

r 
V 

<- 

T 

9 

0  Personal 
f  Computes 

Sail 

Won! 
r.  r*rnc- 

7 

7 

C 

7 

% 

c 

I 

1 

E  Wort 
P  Stations 

0  WAX 

D  — —  

Bart  ^  ^  ^ 

U  Cower 
C  Fax 

Bilf^_ 

-7 
T 

f 

7 

? 

T 

•  • 
—> 

! 

-> 

C 

I 

T 

S  Otter 

S  W  System 

n  a 

«ory 

/l 

9 

r 

—> 

} 

i 

h 

Ur 

F  R 

T  E  Appfic 

B*f 

7 

7 

7 

7 
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RACAL-MILGO 

Field  Service  Opportunities  1n  the  Electronic  Office  Market 

Questionnaire 


20. 


Respondent  Company:   

Name  of  Respondent: 

Title:   

Oate: 


^-  40-  $3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Datacom  Equipment  Mfg 


Servicer   Approx  #     Type  of    Response  Time 
Units 


Modems 
Multlpl  exers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


C  s&  lass     s eu\e>s  r&~ 
Tmesis*  3z 


Servi  ce 


Z4  h£S 


Office  Products  Equip 

PDX   

(PBX,  PABX,  etc) 


Personal  Computer^  gee  acq  fas]   

Work  Stations        .r^L T>kf  *CL 


/C  wo   sctterfe  oP£/iatz1> 


Word  Processors  blotoPi&  hiogyru*. 

Teletex  .   

FAX  

Other  . 


4Z 


Ct>HTA*T 


Am. 
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2 


3.    We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat ions  and  office  products. 

A.    If  not,  why  not?  

,      IF  oSt/i/hA6le   


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 
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G. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Oat aeon  Equipment: 

Modems 

Multiplexers 

Digital  Switching 

LAN's 

X25  Devices 
Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc) 


Personal  Computer 

Work  Stations 

Word  Processors 

Teletext 

FAX 

Other 


7 


H. 


Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e: 
Higher  charges  for  better  service 

/JUL 

Lower  charges  for  lesser  service 


sua  i 

/ 


What  do  you  think  is  the  best  way  to  market  and  sell  this  Idea  to 
your  company  and  others? 


COST 


/  Eft 


{£  OF  AJ>hlNl 
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In  your  ^pinion  what  art  If*  worst 
faatuxn  of  the  service  you  are  recervinfl? 

Z^/t:  cc^ws  —  I  «■■■■>  c*«' 


jib 

What  changes  thould  the  vendor  take  to 
significantly  improve  the  level  of  service? 


I  the  vendor  take 


Approximately  what  art  your  total 
expenditure*  for  maintenance? 


1983 


Hardware 

US 


Software 


What  it  your  attitude 
Pamela  diagnostics? 


Cw  \  «^  „li 


1984     ^Sto.ctto  "7SOOQ 


1985      W^^LTU  €dl>l>o 


°Wha) 


Whaf  is  your  attitude  to  preventive 
maintenance? 


rp\>« 


CfUJ 


T 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

Coup  «v>e^rT \Ai_ 


What  really  annoys  you 
about  maintenance? 


_  r 


GENERAL  INFORMATION 


primary  business  of  company 


ota I  number  of  employs 


lumber  of  EDP  employees 

So 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU 


jotal  EDP  budget  far 

1983    1.1  1984      | .  % 


sre  you  buying  new  equipment  in  1984? 
f  yes,  what? 


PLEASE  RETURN  A8A-P.TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
DirUT  LTD. 
AIRVYORK  HOUSE. 
*  PICCADILLY. 
LONDON.  W1V  BPS 


«J  4"  2a^v  .  pUnnint  Servke4  For  Management  IN  PUT 


-  U3  - 


USNJ3 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Clessifkition 


Large 

Systems 


Small 
System 


Peripherals 

and 
Ttrminals 


DrtB 
Communt- 
cations 


0 
F 
F 
I 

C 
E 
P 
R 
0 
0 
U 
C 
T 
S 


Personal 
Computer 


Word 
Proc 


Work 
Statu)  rts 


WAX 


Copier 


OHm 


System 


S  W 
0  A. 

T  E  Apple. 


Extrnples 


IBM  306X 
BUR  B5900 
HON  DPS7 
UNI  9QFB0 
DEC— 10 


IBM8100 

BUR  BBOO 
HON  DPS6 
H-f  3000 
NCR  8200 


8*H 


Multipl«x«fl 
Tmf\  Control 


9*1 


Btff 


Manafict- 
artr  of 
Your 
Equipment 


3bi 


S4  UA65 


Servicer 

•f  Your 
Equipment 
and 

Software 
(if  different 

from  Mfr  J 


QUALITY  OF  SERVICE 
1  •  Low   S  ■  Avenge   10  •  Excellent 


5" 
S* 


s 

5" 


8 
4 


7 


7 

.4. 


4 

& 
6, 
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*  *ACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 

Respondent  Company:   

Name  of  Respondent:   

Title:   

1  — v  

Date:   ±  '  4°'  %3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cat  ions  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Datacom  Equipment  Mfg 


Servicer    Approx  # 


t  Units 
Modems  Mtfl-HILGO    CJj^u^.UqO  So 

Multiplexers    ••  ?■    

Digital  Switching       

LAN's   

X25  Devices 


Type  of  Response  Time 
Service 


CoHJ&cr 


4  fi£J 


Other   JU^/M^fcftt  ffafiLHiLCio  ftKBLHiUtf 


5 


4  MS 


Office  Products  Equip 
PDX 


(PBX,  PABX,  etc)  (ittnouMcH       #T  -j  Coyrf&cr  )  — 


Personal  Computer^  coHroDodz  r 
Work  Stations       C  SPZflZi* 


2>iST. 


-iO-h 


Word  Processors 

Teletex 

FAX 

Other 


f 


ZS 


3a 
_2L 


contract  ' 
contract 


HOT  fiJJO*lh) 


L 
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We  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat  ions  and  office  products. 

A.    If  not,  why  not?  


B.  If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

C.  What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 

D.  How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 


(^i>LA^^%iCw  /_____rf_^  Attfp-hs^, 
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6.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 
dat acorn  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment: 

Modems 


Multiplexers 
Digital  Switching 
LAN'S 

X25  Devices 
Other 


J- 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations 
Word  Processors 
Teletext 


FAX 
Other 


z 


zn^.  hrdL 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e:- 
Higher  charges  for  better  service         j     Vg  S     ^  j^^/^Z 
Lower  charges  for  lesser  service 


4.   What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


Mr 
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Ip  V~"T  opinion,  what  are  the  worst 
^features  of  the  service  you  are  recen 


hring? 


Approximately  whit  are  your  total 
•xpcnditurn  for  maintenance? 


1983 


1984 


1985 


Hardware 

Aoacp* 


Software 


What  n  your  artmide  to 
remote  diagrtosucs? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


—  csevaC 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
•bout  maintenance? 


wimary  business  of  company 


ttal  number  of  employees 


jmber  of  EDP  employees 

3o  


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


«a!  EDP  budget  for 

183  IjCPPjOfcO    1984  ^?jaa  tjQ6 

I  you  buying  new  equipment  in  1984? 
yes,  what? 


PLEASE  RETURN  A-SAJ.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD, 
AIRWORX  HOUSE. 
K  PICCADILLY. 
LONDON.  WW  9PB 


Planning  Services  For  Management 

-  UR  - 


1083 


SERVICE  SURVEY  -  USERS 


Product 

Classification 


Lirge 
Systems 


Small 
Systems 


Peripherals 

•nd 
Terminals 


Examples 


Manufact- 
urer of 

Your 
Equipment 


QUALITY  OF  SERVICE 
Low   Sa  Average    10-  Excellent 


IBM  306 x 

BUR  B5900 
HON  D?S7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  BSOO 
HON  DPS6 
H-f  3000 
NCR  8200 


Self 
explanatory 


Servicer 
of  Your 
Equipment 
and 

Software 
(if  different 
from  MirJ 


s 


6 


4- 


3 


7 


5" 


7 


Data 

Communi- 
cations 


Modems 
Tech  Control 


Personal 
Computer 


explanatory 


Word 
Pioc. 


explanatory 


S  »o 


LCD 


p 

R 
0 
D 
U 

c 

T 
S 


Work 
Stations 


t«lt 
explanatory 


PBAX 


Salt 
explanatory 


Copier 


S«4f 
explanatory 


S  W 

0  A. 
F  R 
T  E 


Other 


System 


Satt   


Applic 


Salt 
explanatory 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company:  _ 
Name  of  Respondent:  _ 

Title:  m  

Date:   


4  .  40  .  83 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommunl cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  Just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  1s  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Pat a com  Equipment  Mfg 


Servicer    Approx  # 


Modems 
Multiplexers 
Digital  Switching 
LAN's  - 
X25  Devices 


I  -Vt  


Units 
20 


Type  of  Response  Time 
Service 


Other     TEcrg^    ftA<MH'u>o  fron-mi^o 


f  So rrr 


Office  Products  Equip 
PDX 

(PBX,  PABX,  etc) 

Personal  Computer   

Work  Stations  Sf£**Y 
Word  Processors 
Teletex  \ 
FAX 
Other 


CCHTtACT 


6r  A        (VoMfgflcr)  urT»>n4»ZS 
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2  - 


3.    We  would  be  Interested  to  know  1f  you  would  consider  a  blanket,  all 
1n  one,  maintenance  contract  for  your  datacommunications  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommunications  and  office  products. 

A.    If  not,  why  not?  

 IBS   


B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 

 WorviX  *n*4^  y^M(         ^jf^^  . 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


,      .  .       ^LfKeJ"  h+f^J  fi-in^h  Mtrti,  r-L  3Jr*4&yd?L£uL  AsK*<tC<4 

rrC  CKVJZ.  1  /  '  C/  '  

D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved, 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 


m — 
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What  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Datacom  Equipment: 

Modems   

Multiplexers   

Digital  Switching  

LAN's   

X25  Devices   

Other 


Office  Products  Equipment: 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations  -  - 

Word  Processors   

Teletext   

FAX   

Other 


4. 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie:- 

Hlgher  charges  for  better  service      ?   Q / j  u^ 
Lower  charges  for  lesser  service       J    Pith  LTltAL-     (I^aJ^ca  Seivic& 

What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


to. 


>7 


-  152  - 


In  you r  o£P 1  on ,  whet  art  the  wont 
feetOTeTof the  service  yoo  art  receiving? 

Approximately  what  are  your  total 
expenditure*  for  maintenance? 

Hardware  Software 

1983       ^lo.CoO  ~ 

i 

What  is  your  attitude  to           *  X  J  v 
remote  diagnostics? 

1964 

 — 

1085 

What  changes  should  the  vendor  take  to 
signif  icantJy  improve  the  level  of  service? 

What  is  your  attitude  to  preventive 
maintenance? 

1  1  .1    vj          ^-  - 

Have  you  considered  using  a  Third  Parry 
Maintenance  vendor,  why  or  why  not?  « . 

i    1  -  (  J~r  ^ 

i           i  •  *     i  -* 

'   — ipcaA+*mi  rj^ 

 "-^we^^JbL 

 r>~t)  — 



What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail 

What  really  annoys  you 
about  maintenance? 

*   CoJ-1  ^    Afc  **>C 

uMl  (  ?  IujM^  ) 

V,   ' 

• 

^  Ji — n  . 

GENERAL  INFORMATION 

primary  business  of  company  \ 
Dtal  number  of  employees  «^qq/ 
timber  of  EDP  employees     t  ir 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.             y.  i 
THANK  YOU.       A7>  ^}{l-6u*^~> 

otal  EDP  budget  for  ^ 
983t,krOD,OOC>  I98*[  »  CCD 

re  you  buying  new  equipment  in  1984? 
f  yet,  what? 

Sr-~o  ItoO 

(PLEASE  RETURN  ASA*. TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE, 
INPUT  LTD, 
AIRWORK  HOUSE. 
36  PICCADILLY. 
LONDON.  W1V0PB 

1)  4rm  A                    Planning  Services  For  Management  IN  PLJ1 

'  -  i.H  - 

Product 
Classification 


Examples 


Manutact- 
8  re;  of 
Your 
Equipment 


of  Your 
Equipment 

and 
Softwirt 

(if  different 
from  MfrJ 


Large 

Systems 


IBM  aoex 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC-10 


Small 
Systems 


IBM  8100 
BUR  B800 
HON  DPS6 
H— f  3000 
NCR  8300 


K-r5b 


1 


S 


Peripherals 

and 
Terminals 


Self 
explanatory 


5" 


Data 

Communi- 
cations 


Moo^emf 

Mulnplexen 
Tech  Conxrct 


1° 


16 


Personal 
Computer 


Self 
explanatory 


Word 
Proc. 


Self 
explanatory 


Work 
Stations 


Self 
explanatory 


c—6ii/  >wjfr  rt^  • 


PBAX 


SeJf 
explanatory 


to 


Copier 
Fax 


Self 
explanatory 


Other 


System 


W 
A. 
R 

E  Applic 


Salt 
explanatory 


Self 
explanatory 
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RACAL-MIL60 

Field  Service  Opportunities  1n  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company:  ' 
Name  of  Respondent:  r 

Title:   

Date: 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Datacom  Equipment  Mfg 


Servicer   Approx  #     Type  of   Response  Time 
Units  Service 


Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Office  Products  Equip 
PDX 


T6iA 


(PBX,  PABX,  etc)  [H£f*MCHjp  BT 

Personal  Computer     

Work  Stations 
Word  Processors 
Tel etex 
FAX 
Other ' 


Tan 


-7        (cotjTRAC^T         —  ) 
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We  would  be  interested  to  know  if  you  would  consider  a  blanket,  all 
in  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cat  ions  and  office  products. 

A.    If  not,  why  not?  

 NO  


6.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


0.    How  does  this  differ  from  what  you  are  now  getting? 


L.    Apart  from  reducing  the  number  of  maintenance  people  Involved, 
what  other  advantages  would  you  foresee? 


F.   Any  disadvantages? 


-  156  - 


-  3  - 


6.    What  new,  Improved  or  extra  services  would  you  like  to  see  for 
dat acorn  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 

Dat acorn  Equipment: 

Modems   

Multiplexers   

Digital  Switching   

LANls   

X25  Devices   

Other 


Not  MTEzesrzT) 


Office  Products  Equipment: 
POX 

(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations 
Word  Processors 
Tel etext 
FAX 
Other 


/ 


J 


7 


4. 


"7 

H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  ie:- 
Higher  charges  for  better  service  [NO 
Lower  charges  for  lesser  service 

What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


filter   m-r    He ^"*  *<i  **f  v£rta(sw  a ^ 


In  your  opinion,  what  are  the  wont 
fctturn  of  the  service  you  art  receiving? 


•-JCJCVH 

AC*,//  « 

Approximately  what  art  your  total 
expenditures  for  maintenance? 


19B3 
1984 

1985 


Hardwara 


Software 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  usir-g  a  Third  Parry 
Maintenance  vendor,  why  or  why  not? 


A      C±*J*J*  c^ftA^^  PcT^-^oV> 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
•bout  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 

number  of  EOP  employees 

total  EDP  budget  for 

1983  1984 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRrCTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  - y 

THANK  YOU.      fojJj  Zfi-*1**^ 


•re  you  buying  new  equipment  in  1984? 
If  yes,  what? 

Ho 


PLEASE  RETURN  A-SA-P.TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
•MPUT  LTD, 
AIRWORK  MOUSE. 
95  PICCADILLY, 
LONDON.  W1VBPB 


-  158  - 


Planning  Services  For  Management 


INPUT 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 

Examples 

Manufact- 
urer of 

Yoor 
Equipment 

Servicer 
•f  Your 
Equipment 

■no 
Software 
fif  different 
from  Mfi J 

QUALITY  OF  SERVICE 
1  -  Low   5  -  Average    1 0  •  Excellent 

i  /  h  i  /  k/l/t 

//////M  /i/tli  !  f. 

i  i L  f  ?  1*        £  A^°A  A  / 
/  J  /iff/  §  /5qW/  /  A/A  A//  s 

Large 
Systems 

IBM  308 X 

BUR  66900 
HON  DPS7 

uni  eo«o 

D£C-10 

Small 
Systems 

KM  tlOO 
BUR  BSOO 

HON  DPS£ 
K-P  3000 
NCRB200 

/  6  K. 

— 

7 

7 

s 

6 

Peripherals 

and 
Terminals 

Serf 

1  Q  >  { 

7 

i 

#  j 

M  / 

7* 

to 

Data 

Communi- 
cations 

Modm 

Muttipltxcn 
Tteri  Control 

ft  AC  A  *- 

)  Personal 
Computer 

Self 
•xpianMory 

Wonl 
Prnc 

Stir 

Work 

Stations 

- 

7 

r 

7a 

7« 

(n 

I  PBAX 

1  

*ej»lweew 

1  Coper 

Self 

Other 

W  Fyriauj 
A 

Baff 

7 

-A 

7. 

L 

< 

to 

R 

E  Appfic 

t«tf 

— 

7 

9 

% 

*? 
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RACAL-MILGO 

Field  Service  Opportunities  in  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:   

Date: 


l-4o- S3 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  questions  regarding 
your  datacommuni cations  equipment  and  office  products  equipment. 

1.  May  we,  first,  Just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  is  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Pat a com  Equipment  Mfg 


Servicer   Approx  #     Type  of   Response  Time 
Units  Service 


Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


(itfiCALzMlUO      flArViL'hILCO        4  4 


Cr 


i 


Office  Products  Equip 
PDX 


(PBX,  PABX,  etc)  Et  eT  A  (cqaX&ct)  4^ 
Personal  Computer  ,  ^  JT .  "v   


Work  Stations 


Word  Processors 

Tel etex 

FAX 

Other 


P 


CONTRACT 
CtHTMCT 


i 


N£KT DAY 
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3.    Me  would  be  Interested  to  know  if  you  would  consider  a  blanket,  all 
In  one,  maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommuni cations  and  office  products. 

A.    If  not, 'why  not?   


^trvA  t*dH    Uv&t  U<         UsArVU+i,  ^   l+ty    Lr*L  j 

B.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terms,  conditions,  and  type  of  cover  have  to  be? 


^^^^  How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  involved* 
what  other  advantages  would  you  foresee? 


F.    Any  disadvantages? 


QXJl  {-Ic  JuLtkrA  ate.       &\zt  -l-*.  d<cA~. 
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G. 


What  new,  Improved  or  extra  services  would  you  like  to  see  for 
dat acorn  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Dat acorn  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Office  Products  Equipment 
PDX 

(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations 
Word  Processors 
Teletext 
FAX 
Other 


V 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  lei- 
Higher  charges  for  better  service 
Lower  charges  for  lesser  service 


4.    What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 


*f)  Cost 


T 
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In  your  opinion,  what  art  the  wont 
JtetoTes  of  the  wvica  you  are  receiving? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


i 


Approximately  what  art  your  total 
expenditures  tor  maintenance? 


Hardware  Software 


1983 


1984 


1985 


What  is  your  attitude  to  preventive 
maintenance? 


What  is  your  attitude  to 
remote  diagnostics? 

CO^TAQ^  >CAf^^  fyl^U^ll 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


No-  


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 

—  9oo 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS 

THANK  YOU. 


total  EDP  budget  for 
1983  1984 


are  you  buying  new  equipment  in  1984? 
If  yas.  what? 

Yd"  ^nfOvo 


PLEASE  RETURN  A-S-A-P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD, 
AIRWORK  HOLTSE. 
35  PICCADILLY. 
LONDON.  W1VBPB 


Planning  Services  For  Management 


INPUT 
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1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Examples 


Manofact- 
■rtr  of 

Your 
Equipment 


Servicer 
•f  Your 
Equipment 
and 

Software 

(rf  different 
from  Wtr J 


QUALITY  OF  SERVICE 
1  -  Low   5  ■  Average   10  ■  Excellent 


Large 
Systems 


IBM  3Q8X 
BUR  85900 
HON  DPS  7 
UNI  90/60 
OEC-10 


Small 
Systems 


IBM  hoc 
BUR  8800 
HON  OPS6 
H-f  3000 
NCR  8300 


2> 


Peripherals 

and 
Terminals 


UN 

e»ptt*mop( 


STL 


5 


6 
H 


% 

S 


H 


B 


Data 

Communi- 
cations 


Tach  Control 


It. 


S 


S 


4j* 
Iff* 


S 


9- 


1 


o 

F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Bttf 


Word 
Proc 


Sttf 


Work 
Stations 


a** 


PBAX 


tut 


Copier 


Other 


System 


S  W 
0  A. 

T  E  Appfic 


t*tf 
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RACAL-MILGO 

Field  Service  Opportunities  In  the  Electronic  Office  Market 

Questionnaire 


Respondent  Company: 
Name  of  Respondent: 

Title:   

Oate: 


V 


You  were  kind  enough  to  respond  to  a  previous  INPUT  market  research  sur- 
vey and  we  would  like  to  ask  just  a  few  follow-up  qupstions  regarding 
your  datacommuni cat Ions  equipment  and  office  products  equipment. 

1.  Hay  we,  first,  just  verify  the  equipment  you  listed  previously: 

2.  What  type  of  service  1s  currently  being  provided  for:  (e.g.  T  &  M, 
Contract,  Carry-in,  etc). 


Datacoro  Equipment  Kfg 


Servicer   Approx  #     Type  of    Response  Time 
Units  Service 


Modems 
Multiplexers 
Digital  Switching 
LAN's 

X2S  Devices 
Other 


r 


Office  Products  Equip 

PDX   

(PBX,  PABX,  etc)   

Personal  Computer   

Work  Stations 
Word  Processors 
Tel etex 
FAX 
Other 


]  f  te»n 

l'hOH>M^   \  lit, 


<-7J> 


( 


CHC^TAM 
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CDNT&KT        NBKT  PA/ 


■} 


3.    We  would  be  Interested  to  know  1f  you  would  consider  a  blanket,  all 
in  one,  Maintenance  contract  for  your  datacommuni cat  ions  equipment 
and  office  products  equipment.    They  would  be  your  single  contact  for 
datacommunl cat ions  and  office  products. 


A.    If  not,  why  not?  

  jo  pA+ju^htvL   —  cJbtjL+cbj  u**X-j  HAnicroti  Orf+tj 


6.    If  you  would  consider  this  arrangement,  what  would  the  pricing 
requirements  be,  approximately? 


C.    What  would  the  terras,  conditions,  and  type  of  cover  have  to  be? 


D.    How  does  this  differ  from  what  you  are  now  getting? 


E.    Apart  from  reducing  the  number  of  maintenance  people  Involved, 
what  other  advantages  would  you  foresee? 

Mo*.  JhryJr, 


F.   Any  disadvantages? 
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tfrat  new,  Improved  or  extra  services  would  you  like  to  see  for 
datacom  and  office  products?  (eg  exchange,  retainer,  pick  up  and 
delivery  etc) 


Dat acorn  Equipment: 
Modems 
Multiplexers 
Digital  Switching 
LAN's 

X25  Devices 
Other 


Not 


4. 


Office  Products  Equipment: 
PDX 

(PBX,  PABX,  etc) 
Personal  Computer 
Work  Stations 
Word  Processors 
Teletext 
FAX 
Other 


Higher  charges  for  better  service 
Lower  charges  for  lesser  service 


H.    Would  you  welcome  a  flexible  scale  of  maintenance  pricing,  1e:- 

CnM  MusvrtL  Too  recmcAL 

What  do  you  think  is  the  best  way  to  market  and  sell  this  idea  to 
your  company  and  others? 
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